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A. Summary

The McKinsey diagnostic revealed that Department’s performance management system
was inadequate and was not suited for monitoring and reporting results and improving
Departmental performance over time. Although there had been some implementation
of performance management measures within business units, those efforts were not
explicitly linked to NCDOT or other business unit priorities. NCDOT's ad hoc nature of
generating performance indicators sometimes led to conflicting needs between units.
Therefore, the Performance Metrics and Management Team was created as part of the
Transformation effort to develop and introduce a department wide performance
management system based on a set of metrics linked to strategic goals. The new PM
system will allow NCDOT to monitor, report, and improve performance over time and
meet its stakeholder commitments.

B. Key Objectives
The Performance Metrics and Management Team were tasked with:

1) Working with various Department business unit managers and staff to
understand “what drives value” for the organization and individual business
units.

2) Developing a set of high-level business metrics linked to NCDOT strategic goals
that serve as the foundation of a “performance dashboard” for the Department.

3) Assisting Department managers with the development of business unit (BU)
metrics that link to strategic objectives and that can, in turn, be used as
guidelines for developing metrics for groups and individuals within units.

4) Devising a roll-out plan to guide the introduction of the new performance
management system and develop a methodology for reporting on and managing
to metrics.

5) Providing guidelines on how to iteratively adjust performance metrics as NCDOT
strategic goals change over time.

C. Value Trees

One of the initial efforts of the Transformation Team was to develop departmental
mission and goals that provides clarification of the Department’s vision for the future.
When properly cascaded throughout the organization, the mission and goals provide
the Department with a strong strategic direction. Linking top managers’ individual
performance assessments to these same goals and developing a system of “metrics” or
performance measurements for the top-level managers in the department, will allow



managers to measure each business unit’s contributions to meeting the mission and
goals.

In order to understand what drives value for the department, the Performance Metrics
team developed a “High Level Value Tree” linked to the Department’s mission and
goals. These value drivers were prioritized and used to develop high level
performance metrics which serve as key performance indicators for the overall health of
the organization. The High Level Value Tree was further broken down to include the
essential value drivers for each of the five goals. This value tree identifies the key
indicators for success for the five goals.

D. Performance Metrics

Historically, the usage and applicability of performance metrics was varied across the
divisions, branches, and units within the Department of Transportation. The
performance metrics that existed had not been systematically tested for linkage to a
single Department-wide mission statement and set of goals. In addition, NCDOT did not
have a public facing “Executive Dashboard” reporting system that displayed certain
high-level key metrics tied to a mission statement, goals and overall performance.

To meet the needs of becoming more accountable and results oriented, the Department
reinvented its performance management system to become more result based and
performance oriented. One of the first phases of this change was to adopt a uniform
definition and understanding of “performance metrics” and to cascade key performance
indicators throughout the organization based on the five goals and mission statement of
the Department.

“Performance metric” is defined as a subject area of influence or control that is a
measurable category of performance (such as fatalities, employee satisfaction,
customer service, or project delivery). A performance metric includes three
components: the performance measure or metric definition, a target, and a weight. A
“performance measure” is defined as the standard metric definition or how the metric
will be measured (such as number of fatalities per 100 million vehicle miles traveled,
percent of customers that are satisfied with services, or percent of construction projects
on schedule). The “target” is defined as the desired level of achievement for a given
performance metric. The target is always expressed in a range. The “weight” is
defined as the relative importance of the metric compared to the overall function of the
business unit or individual duties. The weight is not necessarily correlated to the
amount of time the metric should take to meet. The weight is always expressed as a
percentage.

Performance metrics, aligned to each organizational goal, were initially adopted for the
top leadership positions within the Department. These metrics were then cascaded
through out their division, branches and business units, creating a top to bottom
cascading effect of measurement systems to meet the agency goals.

As part of this process, a new employee performance evaluation system, titled the
Performance Dashboard and Appraisal (PDA), was developed and implemented linking
individual performance to business unit performance, and ultimately Department
performance. Effective April 1, 2009, each employee will now be required to have up to



ten performance metrics identified on their individual performance management
evaluation (on their PDA) that ties to meeting the organizational goals and business
unit responsibilities.

To systematically develop and institute similar and equitable metrics across business
units, focus groups were also established to develop metrics for similar job functions,
such as administrative assistants, division engineers, transportation workers, etc.
Focus groups were facilitated and metrics established for the majority of function within
the Department. To assist this development process a document was created titled,
guidelines for developing metrics. These guidelines outlined how to create metrics and
how to begin the process. In summary, metrics can be created by thinking about four
criteria:

1. Higher level metrics and goals

2. Position job descriptions and key responsibilities

3. Customer expectations

4. Processes

The development and implementation of performance metrics allows managers to
measure each business unit’s contributions to meeting the mission and goals, and
meeting the overall mission of the department.

A structured performance metrics and management system within the Department of
Transportation has:

 Empowered employees to manage toward clear targets and focus on outputs
and outcomes of their work rather than inputs,

* Shown employees how their efforts fit in to the DOT's vision and goals and foster
a better understanding and conviction of the NCDOT mission,

* Enhanced talent and skills among our employees by linking individual employee
performance evaluations with the unit performance metrics and,

» Better organized and structured our business processes by establishing a formal
procedure of status update meetings beginning at the unit level continuing on up
to the Secretary and his staff with the purpose of reporting, reviewing,
interpreting, and managing performance against the metric results.

E. Organizational Performance Dashboard

The N.C. Department of Transportation is committed to measuring and improving
performance. To meet this commitment and to be transparent to the public, NCDOT
has developed and implemented a real time, public facing, performance dashboard
located at www.ncdot.gov. This model is a high level external facing performance
dashboard that is a visual representation of the overall health of the organization and is
the primary reporting tool for organizational performance. At the very highest level, this
represents the performance measures established for the Secretary of Transportation.

The Department’s Performance Dashboard serves as an indicator of how well we are
meeting our mission and goals. The dashboard consists of five gauges, one for each
goal, which depicts the performance level of a specific measure and can be drilled
down to more specific performance data. Each key performance indicator for each goal
was systemically chosen because of its wide sweeping impact to the Department and
North Carolina. Most key measures graphically depicted on the dashboard are


http://www.ncdot.gov/

outcome measures or “lagging indicators.” Lagging indicators are an outcome based
measure that is directly related to an end product or goal and are used to access and
reevaluate whether leading indicator measures were successful in achieving their
desired result or target. A “leading indicator” is an input based measure that has an
indirect relationship to an end product or goal and can easily influence lagging
indicators. Lagging indicators may also affect the leading indicators that are developed
and measured.

As of November 2008, four (out of five) gauges have been implemented including:
» Fatality Rate for the goal of making the transportation network safer
* Incident clearance time for the goal of making the transportation network move
people and goods more efficiently
» Infrastructure health score for the goal of making the infrastructure last longer
» Delivery rate for the goal of making the organization a place that works well

Each indicator is linked to additional organization performance data and measures
based on the key indicator and goal.

F. Performance Metrics Relationship Chart

NCDOT
Mission

Results you're
expected to
NCDOT Metrics achieve
Goals

Ways you're
expected to act

NCDOT
Values

Skills you'll
need to be
effective

Competencies

H. Performance Metrics & Management: Final Documents

Summary / Activities
* 062107_PMM_Performance Metrics and Mgmt Charter_VB
081607 _PMM_ Metrics Summary-Context and Metric Generation_VB
 071207_PMM_Perf Mgmt Issue Tree and Metrics Outline_VB
* 072607_PMM_Perf Mgnt Intro TMT Presentation_VB



Guidelines for Metrics

Guidance on the development and understanding
of
performance measures, targets and weights

How do you determine what the appropriate metrics are for your job? The basic
question to ask is: If you were doing a good job, how would you know?

There are four different perspectives you can take to help create metrics:
1. Contributing to the achievement of higher-level metrics.
2. Meeting customer requirements.
3. Improving processes.
4. Carrying out key job responsibilities.
Perspective #1 — Contributing to the achievement of higher-level metrics.

What is expected of you is ultimately related to NCDOT’s mission or goals.
Your work contributes to, or certainly should contribute to, the achievement of
these high level goals.

From this perspective, ask questions such as:

¢ What results should | be producing in order to help my boss, the
managers above my boss, and NCDOT’s executives achieve the results
they are accountable for?

e How does my job contribute to the successful carrying out of NCDOT’s
mission?

e Which of NCDOT'’s goals do | contribute to in my job?

e How will anyone know if | am making an appropriate contribution? How
will anyone know if | am adding value?

Examples:

e Customer service rep in a call center — Suppose the call center supervisor
has this metric: % of calls taken with less than a 2-minute wait time. If
you are one of several customer service reps, what results would you
need to contribute in order for the supervisor to meet expectations for this
metric? Since the supervisor’'s metric is entirely dependent on the
cumulative performance of the customer service reps, all the customer
service reps would probably have exactly the same metric on their
dashboards.

e Division personnel rep — Suppose the HR director has this metric: % of
positions filled within 45 days of requisition. If you are a personnel rep
in one of the divisions, what results would you need to deliver to support
this higher-level metric? To support this, the personnel rep’s metric might
be % of complete personnel packages submitted to Raleigh.
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Value Tree
061008 _PMM_High-level Value Tree_RA

Performance Metrics
* 012508 _PMM_Blank Metrics Worksheet EM
* 012508 _PMM_Final Guidelines for Developing Metrics_EM
012508 PMM_Cascading Metrics Examples  EM
* 012508 _PMM_Directions for Development of Like Metrics_EM
* 012508 _PMM_Metrics Presentation for Focus Groups_RA
* 061308 _PMM_General Performance Metrics 101 Presentation_VB
e 091207_PMM_Metrics Template with Goals_RA
* 040108_PMM_Metrics Worksheet Chief Engineer_KP

Performance Dashboard
* 073107_PMM_Executive Committee Perf Mgmt Best Practices & Overview_VB
071308 _PMM_Dashboard Screen Shots Presentation_KP
* 120707_PMM_Secretary of Transportation Metrics_VB
e 103108 PMM_Dashboard Documentation _EM

Outreach
e 112007_PMM_Detailed Performance Metrics Pilot Presentation_VB
e 071207_PMM_Communications Outreach Pyramid and Timeline_VB
* 060908 PMM_DOH Operations Metrics Presentation_VB
 071307_PMM_PM&M Team Outreach Memo_RA
* 080807_PMM_Performance Metrics Memo to Managers_RA



Transportation Supervisor — Suppose your boss, the County Maintenance
Engineer, has the following metric: 70%-85% of county projects /
programs delivered on schedule (composite score). To support this, a
transportation worker’s metric is: 70-85% of SR construction projects
completed on schedule. Each transportation worker on the secondary
road construction crew would share this metric.

Ferry Crew Member — Suppose the captain of a ferry that you are
assigned to has the metric: % of trips that are on or within 10 minutes
of the schedule. This metric is directly linked to the Department’s goal of
“‘moving people and goods more efficiently” and directly linked to the
Division Director’s ferry system reliability metric. To meet this metric each
crew member on the ferry would also have the same metric (% of trips
that are on or within 10 minutes of the schedule) because each crew
member would have specific tasks to achieve in order to the meet the
target (such as loading vehicles, collecting fees, assisting passengers,
mooring and unmooring the vessel, fueling the vessel, etc.).

Perspective #2 — Meeting customer requirements.

In your role you have customers (every job does) and it is their requirements
that determine your results expectations. Your customers may be internal
(other employees or work units that you serve) or external (citizens or outside
groups that you serve).

From this perspective, ask the following sequence of questions:

What products or services do you provide?

To whom do you provide them? (Who are your internal or external
customers?)

How do your customers know if your products or services are meeting
their requirements? How do you know?

Examples:

[Any position that provides internal service] — In this position you provide
services to a large number of “internal customers” within NCDOT. An
appropriate metric would be: % of internal customers satisfied with
service provided. This metric would require development of a scorable
questionnaire that is sent to service recipients either immediately after a
service has been provided or on a fixed schedule (e.g., quarterly,
annually). The questionnaire would need to be carefully constructed and a
process put in place to send it out and tally the results. If the number of
service instances or the number of employees served is very large,
recipients could be sampled rather than trying to cover every instance and
every recipient.

Administrative Assistant — In this position, you act as a receptionist for a
high-level manager. How effectively you handle visitors, incoming
telephone calls, and emails is important. Basically, you are serving two
sets of customers — those individuals who come into the office, call, or
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send an email are customers, but your manager is also your customer. An
appropriate metric might be: Score on periodic evaluations of customer
interactions. This would involve your manager or a designated third party
unobtrusively listening in on your interactions with customers and
reviewing email correspondence. This would be done on a periodic,
“sampling” basis. You would want to work with your manager to create a
checklist that defines the factors critical to producing the desired results as
a receptionist and communication coordinator. The checklist would be
scored and used to provide feedback to you. If several observations are
conducted during the performance cycle, the scores could be averaged to
produce a final score for your PDA on this metric.

e |T Technical Support Analyst — A customer service survey may be
developed to gauge the satisfaction of those customers requesting IT
assistance. While a 100% satisfaction level will be impossible to achieve,
maybe a more acceptable target range is: 80-90% of customers are
satisfied (Customer Satisfaction). Another metric for the Analyst may
be: % of closed help desk tickets re-opened by the customer (therefore,
indicating that the IT service was not completed to the satisfaction of the
customer).

Perspective #3 — Improving processes.

In a performance culture, it is important to continuously look for ways to
improve procedures, remove bureaucratic roadblocks, and better satisfy the
public’s needs and NCDOT’s mandate — in other words, to do the job faster,
better, cheaper. Therefore, at any given time, you may be involved in projects
to improve processes, and the successful completion of the projects becomes
a results expectation for you.

e What major improvements are needed in the way the work gets done?
e How will anyone know if an improvement has been made?

e How will you know if your intended process improvements were
successful?

Examples:

e The State Roadside Environmental Engineer has a metric for Safety
Incidents at Rest Areas and Welcome Centers that is intended to
improve customer safety at those facilities. However, there are currently
no mechanisms in place to measure and report on the number of safety
related incidents occurring at the facilities. The Roadside Environmental
Unit's Rest Area Section Supervisor could have a metric that requires the
development of a Statewide Rest Area Safety Incident reporting system by
a certain date. This will help the State Roadside Environmental Engineer
identify problem areas and set appropriate targets to improve safety
issues.

e Business Officer — Suppose a business unit manager has the metric: % of
programs/projects delivered on schedule. To align with that metric
suppose the business officer has the metric: % of program/project
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invoices paid on time. However the business officer is not able to meet
this metric regularly because the process for delivering the invoices from
the project manager to the business officer is not working efficiently. To
improve the process for invoice payment, the business officer could
document the current process, propose a new, more efficient, and faster
process, and document the time savings for implementing the new
process. A success indicator for the process measure may be the reduced
time it now takes to pay the invoices.

e Division Engineers have a metric for “Incident Clearance Time” that is
intended to improve reliability on our transportation network. However,
some Divisions have snow and ice plans implemented that only consider
routes within an individual county and do not consider route continuity
among counties with the Division. The Division Maintenance Engineer or
CME could have a metric to develop a plan to transition from a county-
wide snow and ice plan to a division-wide snow and ice plan within a
specified timeframe. This will allow for better coordination and better
utilization of equipment and personnel across the entire division.

e Division Engineers have a metric for “Projects and Programs on
Schedule” that is intended to minimize time overruns on construction
projects and funding programs. A Resident Engineer could have a metric
to reduce the amount of time to initiate dilatory progress process or to
reduce the amount of time to request the show cause letter. A metric may
be related to the reduction in amount of time from before to after.

Perspective #4 — Carrying out key job responsibilities.

Your job description identifies the important tasks that you are expected to
perform as part of your role. Although responsibilities in a job description are
usually not written in terms of results (they are phrased more in terms of
things that you do, the tasks you perform), they are often used as the basis
for defining results expectations.

Taking this perspective, you can ask the following questions, keeping in mind
the need to translate your responsibilities into results expectations:

e What are your key responsibilities?
e What does your job description say you are supposed to do?
e What are you, by statute or policy, required to do?

e How will anyone know if you are carrying out your responsibilities
effectively?

Examples:

e Trainer — Suppose one of your key responsibilities is to train employee
supervisors on managerial skills. How will you know if you are carrying
out this responsibility effectively? One way to do this is to determine if the
employees you have trained apply what they have learned back on their
jobs. The appropriate metric might be: % of trainees whose supervisors
report they have used the newly acquired skill or knowledge on the
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job. This metric would require that you develop a questionnaire that is
sent to trainees’ supervisors, say, three months after the trainees
complete their training. The questionnaire would ask questions concerning
the behavior you would expect to see on the job if trainees were applying
what they learned. The questionnaire would be scorable. This metric will
require a bit of administrative work to ensure the questionnaires get sent
out to supervisors at the appropriate time, to follow up with supervisors
and remind them to complete the questionnaire, and to tally the responses
when questionnaires are returned. (Note that this metric is more relevant
and of far greater value than counting the number of employees trained or
looking at course evaluations turned in by trainees at the end of the
course, even though these metrics would be much easier to collect.)

e Administrative Officer/Program Manager — Suppose you are responsible
for submitting a quarterly report. An appropriate metric might be: Score on
checklist of factors that define the standards for the report. The
factors could include: on time, clearly written, no grammatical or spelling
errors, based on accurate data, includes action recommendation, etc. You
and your supervisor would identify four or five “judges” to use the checklist
to evaluate the report each quarter.

e Public Information Officer — Your job description says that one of your key
responsibilities is to write public news releases for distribution to the
media. An appropriate metric that meets this responsibility might be: % of
news releases that are delivered on or before the due date that do
not require re-writes. Atthe end of a performance cycle you and your
supervisor may evaluate all of your delivered news releases and come up
with a success rate based on the target criteria.

e Driver License Examiner — Suppose your job description says that one of
your key responsibilities is to collect the required fees and prepare
receipts for the issuance of driver licenses. An appropriate metric may be
the success rate for the collection of payment. Suppose your job
description also says that another key responsibility is to perform all tasks
associated with the issuance of licenses to approved applicants. An
appropriate metric might be the % of licenses prepared and provided to
the applicant without errors.

Tips for constructing metrics:

1. A metric consists of a measure, a target, and a weight. The measure is how
you are going to determine if a particular result has been achieved. Think of it
as a yardstick.

2. Atarget specifies the range of achievement on a particular measure that
signifies that performance has “met expectations.” The target is the outcome
you are aiming at, the result you are trying to achieve. A result that falls above
the target “exceed expectations;” a result that falls below it, “does not exceed
expectations.”

3. You always want to set expectations at a level that is challenging but
achievable. You should have to “stretch” in order to exceed expectations.
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Recognize that if your target is perfection, the best you can do is meet
expectations. Give yourself room to exceed expectations.

Measures usually have to do with quantity, quality, cost, or timeliness. If you
look at your metrics and they are all just one of these types, you may want to
rethink your metrics to try to attain a broader mix of metric types. For
example, if all your metrics are about meeting quotas for quantity, you should
ask if quality matters.

All four types of metrics can be measured numerically. For example: 20-25
widgets per hour (quantity), 85%-95% customer satisfaction (quality), $75-$80
per mile (cost), and 3-7 days to process (time).

Time can be overused as a metric, especially in jobs that are largely project
based. Do not fall into the trap of having all your metrics focus on getting
things done on time.

Measures can be combined to capture multiple requirements in a single
metric. For example: % of reports delivered on time with no errors. This
combines time and quality measures. If “no errors” were used alone as a
target, it would require perfection. As part of a compound measure, however,
you would have some allowance for errors. If the actual metric was 90%-95%
of reports delivered on time with no errors, you could have an error in one
report out of ten and still meet expectations if the rest were on time and error
free.

Often it is the unimportant things that are easy to measure and the important
stuff that seems unmeasurable or very difficult to measure. The metrics on
your dashboard should always try to capture those results that it is most
important for you to produce.

10. Avoid creating metrics that are impractical. Any metric that requires nearly as

11.

much effort to measure as it does to produce the required result is clearly
counterproductive. Think of ways to simplify the measure through automation,
sampling, or building the measure into the performance of the job itself.

Not all important results lend themselves to numeric measurement. If a
numeric measure is not available, create a descriptive measure. A descriptive
measure could be a form or checklist on which you list the key factors or
attributes that define the required results. You design the checklist so that it is
scorable. And then you identify who will be the judges, that is, who will use
the checklist to evaluate performance, and how often they will use it and
under what conditions.
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NCDOT Goals:

(1) Make our transportation network safer.

)
Name: (2) Make our transportation network move people and goods more efficiently.
(3) Make our infrastructure last longer.
(4) Make our organization a place that works well.
. ake our organization a great place to work.
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PERFORMANCE METRICS




What are Performance Metrics ?I

A standard of measurement that is a
measurable category of performance (such as
crash rates, employee satisfaction, customer

service or project delivery).



Performance Metrics consist of a... I

e[\leasure — results of action to be gauged
related to Mission & Goals

e [arget — desired level of achievement
(expressed in a range)

o\Veight — level of importance
(expressed as a %)



Performance Metrics are used to...I

eMeasure process results

eMeasure expectations

eEstablish goals for the organization
eEstablish goals for the individual

eGauge performance throughout organization

eMake better decisions



Performance Metrics should cascade I

Department
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Directors

[

Branch Heads

{7

Unit Heads

7

Employees




Name:

Position/Title:

NCDOT Goals:

(1
(2
(3
(4
(5

) Make our transportation network safer.

) Make our transportation network move people and goods more efficiently.
) Make our infrastructure last longer.

) Make our organization a place that works well.
) Make our organization a great place to work.

PERFORMANCE DASHBOARD AND APPRAISAL WORKSHEET

Goal

(focus area of impact/influence)

Metric

Metric Definition
(performance measure)

Target

(expressed in range)

Data Source

TWt (%)

| i et Ay B e i e  E e




Metric

GUIDE FOR DASHBOARD SCORECARD

FOR USE IN PERFORMANCE REVIEW MEETINGS

Metric Data

Target

Data Source

Wt (%)

Fatalities

Reliability of Strategic Highway
Corridor System

Fatalities per 100 million vehicle
miles; i.e. 1.58...this will be compared
against a baseline TBD (%
improvement)

*Average operating speeds on
Strategic Highway Corridors
*Travel time reliability
*Congestion (Level of Service)

% Increase in Frequency of Service
compared to previous year for Rail,
Ferry, Public Transit, etc.

Projects/Programs/Services on
Schedule and on Budget

- Composite Statewide Rating (Level
of Service Rating)

- % annual increase in value of
Department infrastructure

# of projects/programs/services
planned for year divided by # actual
completed = % success rate

Business Development and
Outreach

% Contract dollars awarded to DBEs,
MBEs, WBEs, SBEs, & HUBs

Customer survey scores (public,
partners, etc.)

Recruiting, developing and
retaining employees

% improvement of administrative
budget(s)

# of reported incidents that cause lost
work days and/or worker’s comp
claims compared to baseline, i.e
previous year(s) reported incidents

Retention rate of “Top Performers”
and/or stabilization rate

Traffic Engineering Branch

Asset Management-Maintenance
Condition Reports
Financial Management Division

Program Development report from
Project STaRS and/or BW, HICAMS



Metrics: Leading vs. Laggingl

LEADING INDICATORS LAGGING INDICATORS
(Input & Output) (Outcomes)
Leading Indicators are metrics Lagging Indicators are reactive

that are task specific

Leading Indicators measure and Lagging Indicators are reflective and
track performance before a measure performance against prior
problem arises goals

Leading Indicators are proactive Lagging Indicators indicate what has

already happened (past)

Leading Indicators indicate what
may happen (future)

Leading Indicators are a predictor
to the ability to meet future goals




CRASH RATES

EVALUATE

USE LAGGING METRICS TO ADJUST
TARGETS FOR METRICS OF LEADING ACTIVITIES

LEADING PROCESS LAGGING >

CRASH RATE

*+ IMPROVING SHOULDER DROP-OFFS

+ ADDING REFLECTIVE MARKERS

*+ TURN LANE ADDITIONS

* LEGALLY LICENSED DRIVERS

+ REDUCTION OF VMT BY USE OF ALTERNATIVE MODES

+ TIMELY PROJECT DELIVERY



PROJECT DELIVERY

EVALUATE

USE LAGGING METRICS TO ADJUST
TARGETS FOR METRICS OF LEADING ACTIVITIES

LEADING PROCESS LAGGING >

TIP PROJECT
DELIVERY

TIP DEVELOPMENT & FUNDING SUCCESS RATE

ENVIRONMENTAL DOCUMENT COMPLETION

DESIGN PLANS COMPLETED

MINIMAL SCHEDULE CHANGES

CONCURRENCE POINTS ACHIEVED

RIGHT OF WAY PURCHASED

TIMELY CONSTRUCTION COMPLETION



How to Interpret MetricsI

For improved organizational performance, Executives and Managers
must all be able to interpret metrics appropriately.

To do so, they must.....

(1) understand precisely what is being measured and the target

(2) gauge whether the results are positive or negative based on the
organization’s goals

(3) place the appropriate weight or relevance on the metrics for issues
being addressed by the organization...

“Appropriately interpreting a measure and the meaning
of results provides the necessary foundation for
acting on those results and effecting improvement”



Performance Management Processl

Performance
m Planning
NCDOT
Mission
Results you're
expected to
NCDOT : achieve
Metrics
Goals
Ways you're
expected to act
NCDOT
Values
Values
Skills you'll
need to be
Competencies effective




—_Performance Management Process |

Ongoing
Management

Performance Management Process

Performance

Planning
NCDOT
Mission

NCDOT
Goals

Metrics

Track

progress

NCDOT
Values

Values

Counseling,
corrective

action

Competencies

s

Coaching,
development

planning




Performance Management Processl

Performance

Planning
NCDOT
Mission
NCDOT
Goals

Metrics

Performance
Appraisal

Ongoing
Management

— Results achieved

l

Track

progress

Overall rating

Values

NCDOT
Values

T

Behavior observed
Corrective action

Counseling,
corrective

action Discipline

Competencies

s

Coaching,

development Development plan

Leadership planning

planning




Performance Expectationsl

The Old

Provide leadership to ensure
safety of DOT employees,
contractors and public while
delivering programs ....

|[dentify and implement
strategies to recruit, develop
and retain employees ....

Ensure project delivery is in
compliance with DOT’s
environmental stewardship

policy ....

Provides informed
management control ....

The New

1.50-1.75 crash rate

90-95% reliability on system
strategic highway corridors
and regional tier routes

B- division infrastructure
health

85-90% delivery on schedule
and on budget

95% of business development
and outreach goals met

80-90% customer service
score




How We See Our Own Performancel

Distribution of Appraisal Ratings, 2007 - NCDOT
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How Our Customers See Our Performancel

N.C. TRANSPORTATION NeeDs —
ROADS 5 ] BRIDGES ) — L2

Dwane Powell, News & Observer,
October 31, 2007



Performance Metrics — SummaryI

JdWhat does “success” look like?
JdWhat are the deliverables?

dOnce you determine what your
deliverables are, how would you
measure them...



Performance Metrics — SummaryI

o\When developing measures think:

eContributing to higher level metrics
eCustomer needs / requirements
eProcess measures

eKey job responsibilities / duties

e|ndividuals should have no less than 3
measures and no more than 10 measures

eMeasure the outcomes

eBe sure they are measures (such as percent
of, number of, rates, etc.)



Performance Metrics — Summaryl

Keep It simple.
This ain’t rocket
sclence




NCDOT HIGH-LEVEL VALUE TREE

with Key Performance Indicators (KPls)

“Make our transportation network ”?

NCDOT:
Connecting
people and
places in
North Carolina
- safely,
efficiently,
with
accountability
and
environmental
sensitivity.

“Make our transportation network move
people and goods more ?

“Make our infrastructure ”

“Make our organization a place
that 7

“Make our organization
to work”

Transportation
system and facilities

Vehicle operation

Ease congestion

Manage incidents

Add capacity

Infrastructure life

DOT facilities

Projects
Programs
Services

Stakeholder
interaction

Attractive to people

Performance
mindset



MAKE OUR TRANSPORTATION
NETWORK SAFER

KPIs

Injuries

Fatalities
Crashes

Transportation

— Facilities

— Tiers/system

system and facilities

Make our

transportation
network safer

—— NCDOT work zones

—— Vehicle operation = ——

External work
zones

— \/ehicle condition

—— Operator practice

— Maintenance
— Building design
— Security

— Condition

— Design
— Features
— Condition

— Maintenance

— Design
— Traffic control devices
Safe work practices

— and standard operating
procedures

— Design
— Traffic control devices

Safe work practices
— and standard operating
procedures

— |nspection
—— Enforcement
— Training

— Enforcement



MAKE OUR TRANSPORTATION
NETWORK MOVE PEOPLE AND
GOODS MORE EFFICIENTLY

Information and Information “push”
KPls communication Information “pull”
Incident Clearance Time Turn lanes
Volume to Capacity
Customer Satisfaction Storage
Average Operating Speeds Ramp metering
Work zones
E ngestion :
ase congestio —T— Flow/design HOV
(time/rates)
Signals
Make our Utelllie
transportation ——Access management
network move Bike path
people and goods _ _
more efficiently — Alternatives Mass Transit
Car pool
— Accidents
Manage incidents .
) —t— Emergencies
(clearance time)
— Surge

— Expand service

— Additional capacity =—t—— New locations

New programs



MAKE OUR TRANSPORTATION
KPls NETWORK LAST LONGER

Pavement Condition _ Maintenance and
preservation

(% of scheduled
maintenance, useful
lifespan, age, wear)

Bridge Health Index
Maintenance Condition

|_Usage
Infrastructure life (traffic, passengers)

— (infrastructure =1 Design to conditions
assessment)
Quality of Materials
— constructllon | NCDOT
(observation) Practices =
— Contractors
Make our — Planning
infrastructure Maintenance
last longer and preservation
— Usage
__NCDOT__| _ _
owned Quality of Materials
construction NCDOT
- Practices -|:
— DOT facilities— Planning Contractors
Leased




KPIs

% Delivered on Schedule

% Delivered on Budget
Customer Service Scores

Make our
organization
a place that

works well

Projects

p— Programs

— Services

Stakeholder
interaction

MAKE OUR ORGANIZATION
A PLACE THAT WORKS WELL

Plan

Design

Construct

Scope/cost/budget
Quality
Schedule

Internal

External

Community
Government
agencies and
officials
Contractors/
suppliers

Scope/cost/budget
Quality
Schedule

— Scope/cost/budget

Quality

—— Schedule

Scope/cost/budget
Quality
Schedule

Scope/cost/budget
Quality

Schedule
Scope/cost/budget
Quality

Schedule



MAKE OUR ORGANIZATION
A GREAT PLACE TO WORK

KPls
Employee Safety

Employee Satisfaction
Employee Retention /
Stabilization

__Attractive to

(differentiation of
performance rating)

— Job satisfaction

| Development
opportunities
(mobility metric,
% moved)

| Great people (percent
yield on offers)

(market rate,
% yield on offers)

people _
Make our
organization |
a great place
to work
Performance
|__mindset

— Reputation and prestige

— Accountability
—— Empowerment

— Differentiation

— Compensation = ——

Mind-sets

Career _[ Training

development Mentorship

Succession
planning
Career tracks
Cross-
organizational
exposure

Cash

Benefits

— Other Perks
Job security

—— Clear expectations



Performance Metrics for
Operations

Presented by
Victor Barbour, PE

“Connecting People & Places in North Carolina”



Overview

Transformation Initiatives
Value Trees

Performance Metrics

— Metric Examples

— Leading and Lagging Metrics

Performance Dashboard Appraisal (PDA)



Five Key Transformation Initiatives

Strategic Direction >

Program and Project Delivery

Planning and Prioritization

‘ Performance and Accountability

Improved Human Resource Mgt




Mission, Goals and Values

NCDOT

OUR MISSION

Connecting people and places
in North Carolina - safely and
efficiently, with accountability
and environmental sensitivity

OUR GOALS

Make our transportation network safer

Make our transportation network move
people and goods more efficiently

Make our infrastructure last longer

Make our organization a place that
works well

Make our organization a great place
to work

OUR VALUES

SAFETY - We strive for safety throughout our
transportation networks as well as in our
work and our daily lives.

CUSTOMER SERVICE - We respond to our
customers, both internal and external, in an
open, professional and timely manner.

INTEGRITY - We earn and maintain trust by
responsibly managing the states assets,
acting ethically, and holding ourselves
accountable for our actions.

DIVERSITY - We draw strength from our
differences and work together in a spirit of
teamwork and mutual respect.

QUALITY - We pursue excellence in
delivering our projects, programs, services
and initiatives.

Values are ....

What an organization stands
for and believes in

Behavioral expectations

Manner in which we conduct
our business



\ Initiative 4

Performance and Accountability/

Measuring our performance
and reporting our successes...




NCDOT High Level Value Tree

NCDOT

“Connecting
people and
places in
North Carolina
- safely and
efficiently,
with
accountability
and
environmental
sensitivity.”

“MAKE OUR TRANSPORTATION
NETWORK SAFER”

Transportation system
and facilities

NEXT SLIDE

Vehicle operation

“MAKE OUR TRANSPORTATION NETWORK
MOVE PEOPLE AND GOODS MORE
EFFICIENTLY”

Ease congestion

Manage incidents

Add capacity

Metrics should link

“MAKE OUR INFRASTRUCTURE
LAST LONGER”

to the Department’s
Mission & Goals

“MAKE OUR ORGANIZATION A PLACE
THAT WORKS WELL”

Projects
Programs
Services

- Mashe
e
- s
PR
wern
- Mk

i

Stakeholder interaction

“MAKE OUR ORGANIZATION
A GREAT PLACE TO WORK”

Attractive to people

-[ Infrastructure life
DOT Facilities

Performance mindset




Make Our Transportation Network SAFER

Safety Value Tree

— Maintenance
— Building design
— Security

— Condition

— Facilities —

Design

— Tiers/system =1 Features
— Condition

Transportation — Maintenance

system and =
facilities

— Design
— Traffic control devices

— NCDOT work zones Safe work practices
MAKE OUR — and standard operating

TRANSPORTATION procedures
NETWORK SAFER Design

— Traffic control devices

___ External work

Safe work practices

. zones
Key metrics — and standard operating

* Incidents procedures

— Fatalities I .
L — Inspection

— Injuries _ Vehicle condiion ~—— pee™

— Severity Vehicle I — Enforcement

operation — Training
— Enforcement

Operator practice =



Performance Metrics

A standard of measurement that is a measurable
category of performance, such as

Crash Details statewide

Filter By:
* Crash rates E—
Crash Cout
[]
Customer service o ma s e
“Tatal as of
[Linbion LTI
.
’ P L t I I L Tedal as of FER2007
J 1400
. Fatalsty Cout 17004
* Infrastructure level of service B | -
2000 2000 2002 2003 2004 2005 2006 2007
e 312007
Tatal a& of 710007
Programs » HCDOT Dashbaard » 40000
Delivery Rate 250004
This page displays the Department's success rate for delivering the Transportation Improvernent Program (TIF) and Iy Cound 30000
environmental compliance programs. These iters are indicators of how well the Department is delivering its planning, design, 25000
construction and maintenance activities while protecting the state’s natural resources. -~
20000
TIP Preconstruction TIP Construction 15000 -
% ofPlans Completed and Bids Opened On time: % Active Construction Projects On Schedule: LSS AL 20 A b 2
P - s (@ | Tota s of
1 i [ i 1 | — i a 312007 )
Tatal at of 713172007
% Right of May Acquisitions Begun On Time: % Active Construction Projects an Budget

= ‘Wearly Statistics

Crashes 2I1EAT | 225607 | 234470 | 240564 | 249155 | JM4016 | 236326 | 133556 |

Envirenmental Fatalities [1561 1503|137 [iser [1sme [ess0 [isss [9%6

|
Awerane State Environmental Inspection Score: | Injuries 3pase |07 [33a74 | 33337 [3en3 |aziez | aores | rser |
80248 |O1ST1 (93686 |03TEI |95B2T | 100861 | 101648 | 61014 |

VMT
{(100MVIM),
200 |2837 |29028 2050 |as0ss [2mm |232e9 [2iese |

hlare information on how we getthese numbers

176|167 |168  [188  |1es 164|163 [163 |
For questions / comments regarding the Delivery Rate section of the NCDOT Dashboard please Contact Us 1

411 3w

3566 3878 ;e |37 |7 |

Injury Rate
1:WMT=Vehiche Miles Traveled, MyM=Milion Vehicle Miss.
* Total Year bo Date

Data cument as of. /3172007

Mone indarmation on how Wi 081 ek NURBATS.




NCDOT Performance Metrics are used to:

* Measure process results

* Establish goals

* Gauge performance
throughout organization




Performance Metrics Consist of a...

* Measure - results of action to be gauged
related to Mission & Goals

* Target - desired level of achievement

* Weight - level of importance (%

Section A. Performance Metrics

Performance Cycle Date: | ]
Name I ] Unit/Section: I
[

| Classification/Title: | Supervisor's Name: | |

NCDOT Goals: (1) Make our transportation network safer. (2) Make our transportation network move people and goods more efficiently. ~(3) Make our infrastructure last longer.
(4) Make our organization a place that works well. (5) Make our organization a great place to work.

. Performance Metrics (Results Expectations) Progress Reviews Year End
NCDOT Review Review Review -
Goal Date: Date: Date: =] Number Vieighted
15 Measure Target % Weight Results Rating A o
above) R —_— —_— e No. Ragﬁng
1 Crash Rates 238-230 5
2 Reliability of Strategic Highway Corridor and TBD 0
Regional Tier Routes
Division Infrastructure Health C-to C 40
4 Projects/Programs/Services on Schedule and on 70-89% 40
Budget
4 Customer Service 70-89% 5
4 Fiscal Management 90-95% 5
5 Employee Safety 6.1-7 5
5 Employee Satisfaction TBD 0
5 Retaining, Developing, and Retaining Employees TBD 0
Total % must =100 100%

Combined Weighted Rating =

“Number Rating Key:

Sum of % weights that received a number rating of “1” at year end

1 = Does not meet expectations
Meets

3= Exceeds
Be ng of performance cycl
Supervisol

natures indicate supervisor and employee have discussed performance metrics, NCDOT values and leadership competenci

signature

Employee's signature: I Date:




Performance Metrics

SECRETARY OF TRANSPORTATION

Metrics

Definition of Measure/Comments

“Make our transportation
network safer”

* Fatalities

“Make our transportation
network move people and
goods more efficiently”

* Reliability on the System Strategic Highway
Corridors and Regional Tier Routes

“Make our infrastructure
last longer”

* Transit Service

“Make our organization a
place that works well”

* Business Development & Outreach

* Customer Service

* Fiscal Management

“Make our organization a
great place to work”

¢ Employee Safety
* Employee Satisfaction

¢ Recruiting, developing and retaining employees

* Project/Program Delivery on Schedule and Budget

* % improvement in fatalities compared to national goal of 1.0 fatality
per 100 million vehicle miles traveled

* Average operating speeds on Strategic Highway Corridors (SHC)

¢ Travel time reliability - standard deviation of average commuter time
in selected urban areas

* % Decrease in congestion

* % Increase in Frequency of Service

* Statewide Level of Service Scores for Facilities (assets)
* % Increase in value of Department infrastructure

* % of projects and programs administered, managed and constructed
on schedule and on budget (Planned vs. Actual)

* % of solicitations sent to, % of bids received from, & % of contract
dollars awarded to DBEs, MBEs, WBEs, SBEs, and HUBs

¢ Customer survey scores (public, partners, etc.)

* % improvement of existing overhead and program budget

* Number of incidents, lost work days, worker's comp claims
* Employee satisfaction survey composite score

* Retention rate of “Top Performers” and/or stabilization rate




“DRAFT” Metrics — Secretary of Transportation

GUIDE FOR DASHEOARD SCORECARD

FOR USE IN PERFORMANCE REVIEW MEETINGS

Metric Metric Data Target Data Source Wi (%)
Fataifies per 100 mitkan

ancFor staliiization rate

: ! | !
5 ! vehicke mites Le 155 this wil be ! H . ) . '
Safer Fatalities i campared apaingt & baseiie O . 150-1.63 Traffic Enginesring Branch : 10
! (%0 i ement) | ‘ i
—————————————————————————————————— r———————————————————————————————F——————————————ﬂ——————————————————————————————————————4—————————————
i -Avergge operating soeeds on Steategls ! i
iahili i i Hiphway Cowkiors (SHC, | !
Relia b||E};rur1;dSDt:?Stegt|gr?|g way i -@?T'evey.l’h'm ,e,;;gbl‘.{-,gy 4 | : Transportation Planning Branch i
Efficienﬂy y i -Congestion (Levelof Zence) ! i i
—————————————————————————————————— r———————————————————————————————k——————————————q——————————————————————————————————————1————————————-
) . ! % Increase In Frequency of Senice ! d !
Transit Service | compared to previous vear for Rail Femy, ! T0-89% H Transk ! 5
i Pubiic Transit, ete. r H !
__________________________ |"'____________________________I______________1'""'______________________"""""1""""""'
| - Composie Statewide Rating (Level ! 1 . . |
1
Last Longer Departrrient Infrastructure Health | of Service Rating) ! ot - Asset Managmg;ﬂ;ggenance Conciion | .
i - % ghrwal incraase Invalle of | ! - Finarciai Manacarment Didsion !
E_ Department infrashructure | ! g 1
___________________________________ | e I____"______'
Projects/Programs/Services on | #of proctsprogramssenvices | ' Program Development report from STaRS |
Schedul d on Buda et | ofanned for year oiviced Dy # actual ) 70-89% ! ancior BW, HICAMS |25
Ehedule ang an budge ! camplsted = % success rate ! - i
1 e L S
----------------------------------- T T T s 4 T
1 ! |
) % Cortract dollars awarded o | ! I
Works Business Development and Outreach i DAEs MBEs WAEs SEEs & ! 70-83% i SAP bon
Wel &£ L RUBS I I
i i :
. i Crstamer suhvel scoras (pubie, | o ! i
Custorner Service ! partners, etc.) " 70-89% ! TBO L5
1 bt , ! |
-----------------------------------
. | % improvement of adiministrative [ i
Fiscal Managament i i Fuckats) : a0-%e% Tan 10
___________________________________ e O Y SO
E_ # of reported Incidents that cause Jost | ! T
1 WORK Clals ancor worker's coime | i !
Employee Safety i claims compared o hasaiine, ie i B.1-7 : Safety and Loss Control 10
Great | previous Yeans) reported incidents ! i !
Place to  J —~— T P . £ [
! 1
Work Employee Satisfaction E TED | ! Emplayes Suney i
__________________________________ ;_______________________________L______________4______________________________________4_____________
1 . . 1
Recruiting, developing and retaining i Retention rale of "Top Pertormers i TED i
I 1
' !

employees WORKING DRAFT 1Df25ﬂj?; 12707

12



Metrics: Leading vs. Lagging

LEADING INDICATORS
(Input)

LAGGING INDICATORS
(Outcomes)

Leading Indicators are metrics
that are task specific

Leading Indicators measure and
track performance before a
problem arises

Leading Indicators are proactive

Leading Indicators indicate what
may happen (future)

Leading Indicators are a predictor
to the ability to meet future goals

Lagging Indicators are reactive

Lagging Indicators are reflective and
measure performance against prior
goals

Lagging Indicators indicate what has
already happened (past)

13



Metrics: LEADING vs. LAGGING Process

EVALUATE

USE LAGGING METRICS TO ADJUST
TARGETS FOR METRICS OF LEADING ACTIVITIES

LEADING PROCESS

IMPROVING SHOULDER DROP-OFFS

ADDING REFLECTIVE MARKERS

TURN LANE ADDITIONS

LEGALLY LICENSED DRIVERS

REDUCTION OF VMT BY USE OF ALTERNATIVE MODES

TIMELY PROJECT DELIVERY

LAGGING >

CRASH RATE

14



Example Cascading Metrics for Safer

Goal: Safer Preconstruction Example of Cascading Metrics/Measures
POSITION MEASURE
Highway Administrator Fatalities

¥

Preconstruction Director

Crash Rates

Traffic Engineering and Safety
Systems Branch Manager

h 4

Crash Rates

Traffic Safety Engineer

h 4

Crash Rates

Traffic Safety Systems Engineer

¥

% of safety programs delivered on schedule including HSIP, Safety
Evaluations (safety audits), and Safety Planming (spot improvements)

Safety Planning Group Head

f 3

¥

% of spot safety program
evaluations delivered on schedule

Transportation Engineer I

F 3

% of spot safety evaluations
completed on schedule

Lagging
7

Leading

15



Example Cascading Metrics for Safer

Goal: Safer Preconstruction Example of Cascading Metrics/Measures
POSITION MEASURE
Highway Administrator Fatalities

Preconstruction Director

b

r

Crash Rates

Traffic Engineering and Safety
Systemg Branch Manager

5

r

Crash Rates

Traffic Safety Engineer

L

y

Crash Rates

Traffic Safety Systems Engineer

b

r

% of safety programs delivered on schedule including Highway Safety
Improvement Program, Safety Evaluations, TIP Safety Analysis
Documents, and High Risk Rural Road Program

Safety Improvement Group Head)

5

r

% of Highway Safety Improvement Program locations delivered on

schedule

Transgportation Engineer 11

4

3

% of Highway Safety Improvement Program locations completed on

gchedule

16



Example Cascading Metrics for Well Goal

Works Well Goal
POSITION MEASURE
— - - % of division projects/programs/services delivered
Division Maintenance Engineer on schedule
F
District Engineer % of district projects/programs/services delivered on
schedule
County Maintenance Engineer % of county projects/programs/services delivered on
gchedule
Example Project: Secondary Rd. Program
3 = % success rate for completing county SR
Transportation Supervisor construction projects on schedule — contract
administration duties, grading completion, etc.
7 §
May not report to same TS everyday. Focus on
small number of specific items.

Transportation Worker % success rate for completing county SR
construction projects on schedule

Transportation Workers have many responsibilities but only measure “Big Ticket” items (items in which the majority of time is
spent). Also should include equipment operation, manual labor, dependability, interaction (teamwork)

17



Example Cascading Metrics for Last Longer/Well Goal

Works Last Longer / Well Goals

POSITION MEASURE
Division Engineer Division Infrastructure Health and
Performance- LOS Rating

T

Division Infrastructure Health and
Performance- LOS Rating

Division Operations Engineer Division Infrastructure Health and or
Performance- LOS Rating % of Division
3 Projects/Programs/Services delivered
on schedule

[

Infrastructure Health and

Division Traffic Engineer Division Traffic Coontrol Devices Performance- Division LOS Rating
LOS Rating or .
2 3 % of Division
Projects/Programs/Services delivered
on schedule
A

Transportation Supervisor % of Planned Pavement % of Planned Deficient % of Planned Shoulder

Marking Replacements Sign Replacements Repairs Achieved

Achieved Achieved

% of Planned Pavement % of Planned Deficient % of Planned Shoulder
Transportation Worker Marking Replacements Sign Replacements Repairs Achieved

Achieved Achieved

Transportation Workers have many responsibilities but only measure “Big Ticket” items (items in which the majority of ime is spent). Also
should include equipment operation, manual labor, dependability, interaction (teamwork)



7

Initiative 5

Improved Human Management

N

Developing our
employees by
having the right
people with the
right set of skills
in the right jobs
at the right time
to accomplish
our mission...

19



Performance Dashboard Appraisal - Section A

Section A. Performance Metrics

Performance Cycle Date:
Name: Unit/Section:
Classification/Title: Supervisor’s Name:

NCDOT Goals: (1) Make our transportation network safer. (2) Make our transportation network move people and goods more efficiently. (3) Make our infrastructure last longer.
(4) Make our organization a place that works well. (5) Make our organization a great place to work.

Enter Performance Metrics (Results Expectations) Progress Reviews Year End
NCDOT Review Review Review .
Goal Date: Date: Date: Actual Number W'.:'%.hted
15 Measure Target % Weight Results Rating o WZiI_:r?t =
above) — b2 ru\lo. Rating
1 Crash Rates 238-230
2 Reliability of Strategic Highway Corridor and TBD 0
Regional Tier Routes
Division Infrastructure Health C-toC 40
4 Projects/Programs/Services on Schedule and on 70-89% 40
Budget
4 Customer Service 70-89% 5
4 Fiscal Management 90-95% 5
5 Employee Safety 6.1-7 5
5 Employee Satisfaction TBD 0
5 Retaining, Developing, and Retaining Employees TBD 0
| — Total % must= 100 100% Combined Weighted Rating =

*Number Rating Key: Sum of % weights that received a number rating of “1” at year end

1 = Does not meet expectations
2 = Meets expectations

3 = Exceeds expectations o

_Beginning of performance cycle: Signatures indicate supervisor and employee have discussed performance metrics, NCDOT values and leadership competencies.
Supervisor's signature: Title: Date:
Employee’s signature: Date:

20




Performance Dashboard Appraisal - Section B

Section B. NCDOT Values

Supervisor’s Instructions:

At the end of the performance cydle, check “YES” or “NO’ as to whether the employee adhered to each value during the performance cycle. If “NO” is checked, a description of the non-adherence must
be provided in the “Comments” column.

Adhered to
Values Value? Supervisor’'s Comments
(Behavioral Expectations) YES NO

Safety:
We strive for safety throughout our transportation networks as well U U
as in our work and our daily lives.

Customer Service:
We respond to our customers, both internal and external, in an ] ]
open, professional and timely manner.

Integrity:
We earn and maintain trust by responsibly managing the state’s N M
assets, acting ethically, and holding ourselves accountable for our
actions.

Diversity:
We draw strength from our differences and work together in a U U
spirit of teamwork and mutual respect.

Quality:
We pursue excellence in delivering our projects, programs, ] ]
services and initiatives.




Performance Dashboard and Appraisal - Worksheet

NCDOT Goals: (1) Make our transporiation network safer.

Name: (2) Make our transportation network move people and goods more efficiently.
(3) Make our infrastructure last longer.

(4) Make our organization a place thal works well.

Position/Title: (5) Make our organization a great place to work.

PERFORMANCE DASHBOARD AND APPRAISAL WORKSHEET

Goal Metric 1 Metric Definition Target Data Source 1 Wt (%)

i 1

] 1

1 1

_____________________ .. =il

Y Y

1 1 1

1 1 1 1 1

1 1 1 1 1
_____________________ o ————————————————————————————— -
e o o o o A A e e e e ¥ -

] 1 1 1

1 1 ] 1
____________________________ e 0 e At D S S S AR SR S -
_____________________ e - . s -
. ——— VA S— H -

1 1 1

1 1 1
_____________________ A -

1 1 1 1 1

1 1 1 1 1

1 L 1 1 1

Find the worksheet on the NCDOT Intranet Portal at:
Groups/TMT/Performance Metrics and Management/Metrics Worksheet.doc

o



Internal Dashboard

BEx Web - Internal Dashboard Demo Yersion 01 - Microsoft Internet Explorer provided by NCDOT v.05.1b

=10l x|

File Edit WYiew Favorites Tools  Help ﬁ
GBack ~ = - ) at | Qisearch [GFavorites EfMedia ¢4 | S = £
Address I@ http: fibisbj.dot.ne.net:51500/irjiservlet fprfportalfpriroot fpcd! 3aportal_content!2Fcom, sap. pet! 2fplatform_add_ons!2fcom, sap.ip, bil Zfiviews | 2Fcom, sap.ip.bi.bex? TEMPLATE=Z _CA_DE_W00S j @Go | Links **
STATE OF NORTH CAROLINA
DEPARTMENT OF TRANSPORTATION
Performance Management Dashboard
Wiorks Vel
Calendar year:
1] pagel ot o [FI=)E]
County Code = Mumber of Fatalties =
ALAMANCE 10
ALEXAMNDER 4
ALLEGHANY o
AMSON 7
Number of Fatalities
Safer - . 0 AsHE 5
' ANERY o
Crashes [ no - 30 BEAUFORT 3
| -7 BERTE 5
i
Injuries | | 70 - 130 LG "
Fataltios | == 130 BRUNSWICH 15
Min. 0,00 Mane. 49,00 BUNCOMBE 2
BURKE 13
CABARRUS 9
CALCWELL 7
CAMDEN o
- Jreserlei0[~1=1]
[& [ 4y kernet -

23



It all comes back to....

NCDOT

OUR MISSION

"Connecting people and places
in North Carolina — safely and
efficiently, with accountability
and environmental sensitivity"

OUR GOALS

Make our transportation network safer

* Make our transportation network move

people and goods more efficiently
Make our infrastructure last longer

Make our organization a place that
works well

Make our organization a great place
to work

* Working together for a
common purpose

* Planning and prioritizing
our work

* Delivering our projects &
programs effectively

* Measuring our performance

* Developing our employees

Fulfilling our role of
“Connecting People and
Places in North Carolina”

24



Name:

Position/Title: Chief Engineer — Operations

PERFORMANCE DASHBOARD AND APPRAISAL WORKSHEET

NCDOT Goals: (1) Make our transportation network safer.
(2) Make our transportation network move people and goods more efficiently.
(3) Make our infrastructure last longer.
(4) Make our organization a place that works well.
(5) Make our organization a great place to work.

Goal Metric Metric Definition Target Data Source Sub | Wt (%)
wit.
Reduce 5 Yr. Statewide Avg. (Crash Rate per 100M +- _ % ,
1 Crash Rat Traffic Eng. 5
rash Rate VMT) State Rate raffic Eng
2 System Reliability Composite 5
A) Incident Clearance (30%) "Oﬁn(/); Incidents Cleared within Standard on Statewide Tier 70-85% TIMS 15
B) Signal Timing and o ) . - . 040 Signal Mgnt.
Maintenance (70%) % of Signals Meeting Timing and Maintenance Standards 80-94% System 3.5
3 Infrastructure Health and Composite 40
Performance
A) Infrastructure Health (70%) Improve Index Score (3 year avg.) toward Goal 68-72 Asset Management | 28
i Statewide Avg. Condition Scores of Rest Areas and Asset
B) Facility Health (10%) Weloome Centers 90-92 Management/REU | 4
C) Construction Quality (20%) g’ugfliz;ljni eiegf;i%fjt Projects Meeting Construction 70-85 Construction Unit 8
4 Programs/Projects/Services 40
Meeting Standards Composite
A) Projects and Programs
on Schedule (40%)
1) % Central Let Projects Completed on Time (40%) 70-85% HiICAMS 6.4
2) % Div. Let/Built Projects Completed on Time (30%) 70-85% SAP 4.8




Goal Metric Metric Definition Target Data Source Sub | Wt (%)
wt.
gont 3) % Preconstruction Activities on Time (10%) 70-85% SAP/STARS 1.6
4) % Operations Major Programs (20%) 3.2
B) Projects and Programs
on Budget (40%)
1) % Central Let Projects Meeting Budget Standard o HICAMS, Business
o 70-85% 5.6
(35%) Warehouse
2) % Division Projects Meeting Budget Standard o SAP Business
70-85% 4.0
(25%) ° Warehouse :
3) % of Total Operations Budget Spent/Committed 85-97 SAP 48
(30%) 103-105 :
4) % Operations Major Programs Meeting Budget SAP 16
Standard (10%) '
C) Business Outreach 1) % Increase in Federal DBE Payout— 3 Yr. Avg +/- 10% State SAP 14
(10%) (35%) Actual ’
2) % Increase in State MB/WB Payout — 3 Yr. Avg +/- 10% State SAP 26
(65%) Actual .
D) Erosion Control/Permit Statewide Avg. Score for Construction and 7.5-8.8% -
. o , e No More than Asset Management | 4.0
Compliance (10%) Maintenance Projects ,
2 NOV’s
Safety and Loss
5 Employee Safety Employee Safety Index — 3 Yr. Avg 9.75-5.96 10

Control




Performance Metrics: Focus Groups

“Connecting People & Places in North Carolina”



Overview

Transformation Initiatives
Value Trees

Performance Metrics

— Metric Examples

— Leading and Lagging Metrics

Performance Dashboard Appraisal (PDA)



Five Key Transformation Initiatives

Strategic Direction >

Program and Project Delivery

Planning and Prioritization

‘ Performance and Accountability

Improved Human Resource Mgt




Mission, Goals and Values

NCDOT

OUR MISSION

Connecting people and places
in North Carolina - safely and
efficiently, with accountability
and environmental sensitivity

OUR GOALS

Make our transportation network safer

Make our transportation network move
people and goods more efficiently

Make our infrastructure last longer

Make our organization a place that
works well

Make our organization a great place
to work

OUR VALUES

SAFETY - We strive for safety throughout our
transportation networks as well as in our
work and our daily lives.

CUSTOMER SERVICE - We respond to our
customers, both internal and external, in an
open, professional and timely manner.

INTEGRITY - We earn and maintain trust by
responsibly managing the states assets,
acting ethically, and holding ourselves
accountable for our actions.

DIVERSITY - We draw strength from our
differences and work together in a spirit of
teamwork and mutual respect.

QUALITY - We pursue excellence in
delivering our projects, programs, services
and initiatives.

Values are ....

What an organization stands
for and believes in

Behavioral expectations

Manner in which we conduct
our business



\ Initiative 4

Performance and Accountability/

Measuring our performance
and reporting our successes...




NCDOT High Level Value Tree

NCDOT

“Connecting
people and
places in
North Carolina
- safely and
efficiently,
with
accountability
and
environmental
sensitivity.”

“MAKE OUR TRANSPORTATION
NETWORK SAFER”

Transportation system
and facilities

NEXT SLIDE

Vehicle operation

“MAKE OUR TRANSPORTATION NETWORK
MOVE PEOPLE AND GOODS MORE
EFFICIENTLY”

Ease congestion

Manage incidents

Add capacity

Metrics should link

“MAKE OUR INFRASTRUCTURE
LAST LONGER”

to the Department’s
Mission & Goals

“MAKE OUR ORGANIZATION A PLACE
THAT WORKS WELL”

Projects
Programs
Services

- Mashe
e
- s
PR
wern
- Mk

i

Stakeholder interaction

“MAKE OUR ORGANIZATION
A GREAT PLACE TO WORK”

Attractive to people

-[ Infrastructure life
DOT Facilities

Performance mindset




Make Our Transportation Network SAFER

Safety Value Tree

— Maintenance
— Building design
— Security

— Condition

— Facilities —

Design

— Tiers/system =1 Features
— Condition

Transportation — Maintenance

system and =
facilities

— Design
— Traffic control devices

— NCDOT work zones Safe work practices
MAKE OUR — and standard operating

TRANSPORTATION procedures
NETWORK SAFER Design

— Traffic control devices

___ External work

Safe work practices

. zones
Key metrics — and standard operating

* Incidents procedures

— Fatalities I .
L — Inspection

— Injuries _ Vehicle condiion ~—— pee™

— Severity Vehicle I — Enforcement

operation — Training
— Enforcement

Operator practice =



Performance Metrics

A standard of measurement that is a measurable
category of performance, such as

Crash Details statewide

Filter By:
* Crash rates E—
Crash Cout
[]
Customer service o ma s e
“Tatal as of
[Linbion LTI
.
’ P L t I I L Tedal as of FER2007
J 1400
. Fatalsty Cout 17004
* Infrastructure level of service B | -
2000 2000 2002 2003 2004 2005 2006 2007
e 312007
Tatal a& of 710007
Programs » HCDOT Dashbaard » 40000
Delivery Rate 250004
This page displays the Department's success rate for delivering the Transportation Improvernent Program (TIF) and Iy Cound 30000
environmental compliance programs. These iters are indicators of how well the Department is delivering its planning, design, 25000
construction and maintenance activities while protecting the state’s natural resources. -~
20000
TIP Preconstruction TIP Construction 15000 -
% ofPlans Completed and Bids Opened On time: % Active Construction Projects On Schedule: LSS AL 20 A b 2
P - s (@ | Tota s of
1 i [ i 1 | — i a 312007 )
Tatal at of 713172007
% Right of May Acquisitions Begun On Time: % Active Construction Projects an Budget

= ‘Wearly Statistics

Crashes 2I1EAT | 225607 | 234470 | 240564 | 249155 | JM4016 | 236326 | 133556 |

Envirenmental Fatalities [1561 1503|137 [iser [1sme [ess0 [isss [9%6

|
Awerane State Environmental Inspection Score: | Injuries 3pase |07 [33a74 | 33337 [3en3 |aziez | aores | rser |
80248 |O1ST1 (93686 |03TEI |95B2T | 100861 | 101648 | 61014 |

VMT
{(100MVIM),
200 |2837 |29028 2050 |as0ss [2mm |232e9 [2iese |

hlare information on how we getthese numbers

176|167 |168  [188  |1es 164|163 [163 |
For questions / comments regarding the Delivery Rate section of the NCDOT Dashboard please Contact Us 1

411 3w

3566 3878 ;e |37 |7 |

Injury Rate
1:WMT=Vehiche Miles Traveled, MyM=Milion Vehicle Miss.
* Total Year bo Date

Data cument as of. /3172007

Mone indarmation on how Wi 081 ek NURBATS.




NCDOT Performance Metrics are used to:

* Measure process results

* Establish goals

* Gauge performance
throughout organization




Performance Metrics Consist of a...

* Measure - results of action to be gauged
related to Mission & Goals

* Target - desired level of achievement

* Weight - level of importance (%

Section A. Performance Metrics

Performance Cycle Date: | ]
Name I ] Unit/Section: I
[

| Classification/Title: | Supervisor's Name: | |

NCDOT Goals: (1) Make our transportation network safer. (2) Make our transportation network move people and goods more efficiently. ~(3) Make our infrastructure last longer.
(4) Make our organization a place that works well. (5) Make our organization a great place to work.

. Performance Metrics (Results Expectations) Progress Reviews Year End
NCDOT Review Review Review -
Goal Date: Date: Date: =] Number Vieighted
15 Measure Target % Weight Results Rating A o
above) R —_— —_— e No. Ragﬁng
1 Crash Rates 238-230 5
2 Reliability of Strategic Highway Corridor and TBD 0
Regional Tier Routes
Division Infrastructure Health C-to C 40
4 Projects/Programs/Services on Schedule and on 70-89% 40
Budget
4 Customer Service 70-89% 5
4 Fiscal Management 90-95% 5
5 Employee Safety 6.1-7 5
5 Employee Satisfaction TBD 0
5 Retaining, Developing, and Retaining Employees TBD 0
Total % must =100 100%

Combined Weighted Rating =

“Number Rating Key:

Sum of % weights that received a number rating of “1” at year end

1 = Does not meet expectations
Meets

3= Exceeds
Be ng of performance cycl
Supervisol

natures indicate supervisor and employee have discussed performance metrics, NCDOT values and leadership competenci

signature

Employee's signature: I Date:




Performance Metrics

SECRETARY OF TRANSPORTATION

Metrics

Definition of Measure/Comments

“Make our transportation
network safer”

* Fatalities

“Make our transportation
network move people and
goods more efficiently”

* Reliability on the System Strategic Highway
Corridors and Regional Tier Routes

“Make our infrastructure
last longer”

* Transit Service

“Make our organization a
place that works well”

* Business Development & Outreach

* Customer Service

* Fiscal Management

“Make our organization a
great place to work”

¢ Employee Safety
* Employee Satisfaction

¢ Recruiting, developing and retaining employees

* Project/Program Delivery on Schedule and Budget

* % improvement in fatalities compared to national goal of 1.0 fatality
per 100 million vehicle miles traveled

* Average operating speeds on Strategic Highway Corridors (SHC)

¢ Travel time reliability - standard deviation of average commuter time
in selected urban areas

* % Decrease in congestion

* % Increase in Frequency of Service

* Statewide Level of Service Scores for Facilities (assets)
* % Increase in value of Department infrastructure

* % of projects and programs administered, managed and constructed
on schedule and on budget (Planned vs. Actual)

* % of solicitations sent to, % of bids received from, & % of contract
dollars awarded to DBEs, MBEs, WBEs, SBEs, and HUBs

¢ Customer survey scores (public, partners, etc.)

* % improvement of existing overhead and program budget

* Number of incidents, lost work days, worker's comp claims
* Employee satisfaction survey composite score

* Retention rate of “Top Performers” and/or stabilization rate




“DRAFT” Metrics — Secretary of Transportation

GUIDE FOR DASHEOARD SCORECARD

FOR USE IN PERFORMANCE REVIEW MEETINGS

Metric Metric Data Target Data Source Wi (%)
Fataifies per 100 mitkan

ancFor staliiization rate

: ! | !
5 ! vehicke mites Le 155 this wil be ! H . ) . '
Safer Fatalities i campared apaingt & baseiie O . 150-1.63 Traffic Enginesring Branch : 10
! (%0 i ement) | ‘ i
—————————————————————————————————— r———————————————————————————————F——————————————ﬂ——————————————————————————————————————4—————————————
i -Avergge operating soeeds on Steategls ! i
iahili i i Hiphway Cowkiors (SHC, | !
Relia b||E};rur1;dSDt:?Stegt|gr?|g way i -@?T'evey.l’h'm ,e,;;gbl‘.{-,gy 4 | : Transportation Planning Branch i
Efficienﬂy y i -Congestion (Levelof Zence) ! i i
—————————————————————————————————— r———————————————————————————————k——————————————q——————————————————————————————————————1————————————-
) . ! % Increase In Frequency of Senice ! d !
Transit Service | compared to previous vear for Rail Femy, ! T0-89% H Transk ! 5
i Pubiic Transit, ete. r H !
__________________________ |"'____________________________I______________1'""'______________________"""""1""""""'
| - Composie Statewide Rating (Level ! 1 . . |
1
Last Longer Departrrient Infrastructure Health | of Service Rating) ! ot - Asset Managmg;ﬂ;ggenance Conciion | .
i - % ghrwal incraase Invalle of | ! - Finarciai Manacarment Didsion !
E_ Department infrashructure | ! g 1
___________________________________ | e I____"______'
Projects/Programs/Services on | #of proctsprogramssenvices | ' Program Development report from STaRS |
Schedul d on Buda et | ofanned for year oiviced Dy # actual ) 70-89% ! ancior BW, HICAMS |25
Ehedule ang an budge ! camplsted = % success rate ! - i
1 e L S
----------------------------------- T T T s 4 T
1 ! |
) % Cortract dollars awarded o | ! I
Works Business Development and Outreach i DAEs MBEs WAEs SEEs & ! 70-83% i SAP bon
Wel &£ L RUBS I I
i i :
. i Crstamer suhvel scoras (pubie, | o ! i
Custorner Service ! partners, etc.) " 70-89% ! TBO L5
1 bt , ! |
-----------------------------------
. | % improvement of adiministrative [ i
Fiscal Managament i i Fuckats) : a0-%e% Tan 10
___________________________________ e O Y SO
E_ # of reported Incidents that cause Jost | ! T
1 WORK Clals ancor worker's coime | i !
Employee Safety i claims compared o hasaiine, ie i B.1-7 : Safety and Loss Control 10
Great | previous Yeans) reported incidents ! i !
Place to  J —~— T P . £ [
! 1
Work Employee Satisfaction E TED | ! Emplayes Suney i
__________________________________ ;_______________________________L______________4______________________________________4_____________
1 . . 1
Recruiting, developing and retaining i Retention rale of "Top Pertormers i TED i
I 1
' !

employees WORKING DRAFT 1Df25ﬂj?; 12707

12



Metrics: Leading vs. Lagging

LEADING INDICATORS
(Input)

LAGGING INDICATORS
(Outcomes)

Leading Indicators are metrics
that are task specific

Leading Indicators measure and
track performance before a
problem arises

Leading Indicators are proactive

Leading Indicators indicate what
may happen (future)

Leading Indicators are a predictor
to the ability to meet future goals

Lagging Indicators are reactive

Lagging Indicators are reflective and
measure performance against prior
goals

Lagging Indicators indicate what has
already happened (past)

13



Metrics: LEADING vs. LAGGING Process

EVALUATE

USE LAGGING METRICS TO ADJUST
TARGETS FOR METRICS OF LEADING ACTIVITIES

LEADING PROCESS

IMPROVING SHOULDER DROP-OFFS

ADDING REFLECTIVE MARKERS

TURN LANE ADDITIONS

LEGALLY LICENSED DRIVERS

REDUCTION OF VMT BY USE OF ALTERNATIVE MODES

TIMELY PROJECT DELIVERY

LAGGING >

CRASH RATE

14



Example Cascading Metrics for Safer

Goal: Safer Preconstruction Example of Cascading Metrics/Measures
POSITION MEASURE
Highway Administrator Fatalities

¥

Preconstruction Director

Crash Rates

Traffic Engineering and Safety
Systems Branch Manager

h 4

Crash Rates

Traffic Safety Engineer

h 4

Crash Rates

Traffic Safety Systems Engineer

¥

% of safety programs delivered on schedule including HSIP, Safety
Evaluations (safety audits), and Safety Planming (spot improvements)

Safety Planning Group Head

f 3

¥

% of spot safety program
evaluations delivered on schedule

Transportation Engineer I

F 3

% of spot safety evaluations
completed on schedule

Lagging
7

Leading

15



Example Cascading Metrics for Safer

Goal: Safer Preconstruction Example of Cascading Metrics/Measures
POSITION MEASURE
Highway Administrator Fatalities

Preconstruction Director

b

r

Crash Rates

Traffic Engineering and Safety
Systemg Branch Manager

5

r

Crash Rates

Traffic Safety Engineer

L

y

Crash Rates

Traffic Safety Systems Engineer

b

r

% of safety programs delivered on schedule including Highway Safety
Improvement Program, Safety Evaluations, TIP Safety Analysis
Documents, and High Risk Rural Road Program

Safety Improvement Group Head)

5

r

% of Highway Safety Improvement Program locations delivered on

schedule

Transgportation Engineer 11

4

3

% of Highway Safety Improvement Program locations completed on

gchedule

16



Example Cascading Metrics for Well Goal

Works Well Goal
POSITION MEASURE
— - - % of division projects/programs/services delivered
Division Maintenance Engineer on schedule
F
District Engineer % of district projects/programs/services delivered on
schedule
County Maintenance Engineer % of county projects/programs/services delivered on
gchedule
Example Project: Secondary Rd. Program
3 = % success rate for completing county SR
Transportation Supervisor construction projects on schedule — contract
administration duties, grading completion, etc.
7 §
May not report to same TS everyday. Focus on
small number of specific items.

Transportation Worker % success rate for completing county SR
construction projects on schedule

Transportation Workers have many responsibilities but only measure “Big Ticket” items (items in which the majority of time is
spent). Also should include equipment operation, manual labor, dependability, interaction (teamwork)

17



Example Cascading Metrics for Last Longer/Well Goal

Works Last Longer / Well Goals

POSITION MEASURE
Division Engineer Division Infrastructure Health and
Performance- LOS Rating

T

Division Infrastructure Health and
Performance- LOS Rating

Division Operations Engineer Division Infrastructure Health and or
Performance- LOS Rating % of Division
3 Projects/Programs/Services delivered
on schedule

[

Infrastructure Health and

Division Traffic Engineer Division Traffic Coontrol Devices Performance- Division LOS Rating
LOS Rating or .
2 3 % of Division
Projects/Programs/Services delivered
on schedule
A

Transportation Supervisor % of Planned Pavement % of Planned Deficient % of Planned Shoulder

Marking Replacements Sign Replacements Repairs Achieved

Achieved Achieved

% of Planned Pavement % of Planned Deficient % of Planned Shoulder
Transportation Worker Marking Replacements Sign Replacements Repairs Achieved

Achieved Achieved

Transportation Workers have many responsibilities but only measure “Big Ticket” items (items in which the majority of ime is spent). Also
should include equipment operation, manual labor, dependability, interaction (teamwork)



7

Initiative 5

Improved Human Management

N

Developing our
employees by
having the right
people with the
right set of skills
in the right jobs
at the right time
to accomplish
our mission...

19



Performance Dashboard Appraisal - Section A

Section A. Performance Metrics

Performance Cycle Date:
Name: Unit/Section:
Classification/Title: Supervisor’s Name:

NCDOT Goals: (1) Make our transportation network safer. (2) Make our transportation network move people and goods more efficiently. (3) Make our infrastructure last longer.
(4) Make our organization a place that works well. (5) Make our organization a great place to work.

Enter Performance Metrics (Results Expectations) Progress Reviews Year End
NCDOT Review Review Review .
Goal Date: Date: Date: Actual Number W'.:'%.hted
15 Measure Target % Weight Results Rating o WZiI_:r?t =
above) — b2 ru\lo. Rating
1 Crash Rates 238-230
2 Reliability of Strategic Highway Corridor and TBD 0
Regional Tier Routes
Division Infrastructure Health C-toC 40
4 Projects/Programs/Services on Schedule and on 70-89% 40
Budget
4 Customer Service 70-89% 5
4 Fiscal Management 90-95% 5
5 Employee Safety 6.1-7 5
5 Employee Satisfaction TBD 0
5 Retaining, Developing, and Retaining Employees TBD 0
| — Total % must= 100 100% Combined Weighted Rating =

*Number Rating Key: Sum of % weights that received a number rating of “1” at year end

1 = Does not meet expectations
2 = Meets expectations

3 = Exceeds expectations o

_Beginning of performance cycle: Signatures indicate supervisor and employee have discussed performance metrics, NCDOT values and leadership competencies.
Supervisor's signature: Title: Date:
Employee’s signature: Date:

20




Performance Dashboard Appraisal - Section B

Section B. NCDOT Values

Supervisor’s Instructions:

At the end of the performance cydle, check “YES” or “NO’ as to whether the employee adhered to each value during the performance cycle. If “NO” is checked, a description of the non-adherence must
be provided in the “Comments” column.

Adhered to
Values Value? Supervisor’'s Comments
(Behavioral Expectations) YES NO

Safety:
We strive for safety throughout our transportation networks as well U U
as in our work and our daily lives.

Customer Service:
We respond to our customers, both internal and external, in an ] ]
open, professional and timely manner.

Integrity:
We earn and maintain trust by responsibly managing the state’s N M
assets, acting ethically, and holding ourselves accountable for our
actions.

Diversity:
We draw strength from our differences and work together in a U U
spirit of teamwork and mutual respect.

Quality:
We pursue excellence in delivering our projects, programs, ] ]
services and initiatives.




Performance Dashboard and Appraisal - Worksheet

NCDOT Goals: (1) Make our transporiation network safer.

Name: (2) Make our transportation network move people and goods more efficiently.
(3) Make our infrastructure last longer.

(4) Make our organization a place thal works well.

Position/Title: (5) Make our organization a great place to work.

PERFORMANCE DASHBOARD AND APPRAISAL WORKSHEET

Goal Metric 1 Metric Definition Target Data Source 1 Wt (%)

i 1

] 1

1 1

_____________________ .. =il

Y Y

1 1 1

1 1 1 1 1

1 1 1 1 1
_____________________ o ————————————————————————————— -
e o o o o A A e e e e ¥ -

] 1 1 1

1 1 ] 1
____________________________ e 0 e At D S S S AR SR S -
_____________________ e - . s -
. ——— VA S— H -

1 1 1

1 1 1
_____________________ A -

1 1 1 1 1

1 1 1 1 1

1 L 1 1 1

Find the worksheet on the NCDOT Intranet Portal at:
Groups/TMT/Performance Metrics and Management/Metrics Worksheet.doc

o



Internal Dashboard

BEx Web - Internal Dashboard Demo Yersion 01 - Microsoft Internet Explorer provided by NCDOT v.05.1b

=10l x|

File Edit WYiew Favorites Tools  Help ﬁ
GBack ~ = - ) at | Qisearch [GFavorites EfMedia ¢4 | S = £
Address I@ http: fibisbj.dot.ne.net:51500/irjiservlet fprfportalfpriroot fpcd! 3aportal_content!2Fcom, sap. pet! 2fplatform_add_ons!2fcom, sap.ip, bil Zfiviews | 2Fcom, sap.ip.bi.bex? TEMPLATE=Z _CA_DE_W00S j @Go | Links **
STATE OF NORTH CAROLINA
DEPARTMENT OF TRANSPORTATION
Performance Management Dashboard
Wiorks Vel
Calendar year:
1] pagel ot o [FI=)E]
County Code = Mumber of Fatalties =
ALAMANCE 10
ALEXAMNDER 4
ALLEGHANY o
AMSON 7
Number of Fatalities
Safer - . 0 AsHE 5
' ANERY o
Crashes [ no - 30 BEAUFORT 3
| -7 BERTE 5
i
Injuries | | 70 - 130 LG "
Fataltios | == 130 BRUNSWICH 15
Min. 0,00 Mane. 49,00 BUNCOMBE 2
BURKE 13
CABARRUS 9
CALCWELL 7
CAMDEN o
- Jreserlei0[~1=1]
[& [ 4y kernet -
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It all comes back to....

NCDOT

OUR MISSION

"Connecting people and places
in North Carolina — safely and
efficiently, with accountability
and environmental sensitivity"

OUR GOALS

Make our transportation network safer

* Make our transportation network move

people and goods more efficiently
Make our infrastructure last longer

Make our organization a place that
works well

Make our organization a great place
to work

* Working together for a
common purpose

* Planning and prioritizing
our work

* Delivering our projects &
programs effectively

* Measuring our performance

* Developing our employees

Fulfilling our role of
“Connecting People and
Places in North Carolina”

24



Directions for the Development of “Like Metrics” at NCDOT

“Like metrics” are performance metrics that may be the same across similar position
classifications within the Department. Most like metrics will occur within specific
divisions or branches. However, some will cross all branches and divisions within the
Department such as those classifications that are in the administrative support function
(i.e. office assistants, business officers, staff engineers, etc.). Because of the broad
range of these types of support positions, these classifications will be facilitated
independently from this exercise by the TMT.

Senior managers within the Department were charged to create focus groups within their
supervision to develop like metrics so that when cascaded down throughout the
Department, the metrics are comparable and similar positions can be evaluated with
continuity. Once the initial draft of like metrics is drafted, they should be returned to the
Performance Metrics Team (as noted below) to review and develop a department-wide
“catalogue of metrics.” This catalogue will be used to establish continuity throughout the
Department and will act as a reference for others when developing measures.

Step 1: Develop focus groups within divisions of the department to develop metrics.
The focus group names should be sent to the Metrics Team a soon as appointed. The
focus group should also have a coordinator or chairperson to lead there efforts.

Step 2: If desired, contact the metrics team for assistance with facilitation of the focus
group, training or coaching on metrics.

Step 3: Provide a list of metrics that each focus group has drafted for their similar
classifications (via the “metrics worksheet” available on the portal) to the Performance
Metrics Team (noted below) by August 15, 2008. This will be the final product from each
focus group. Once collected, the Performance Metrics Team may follow up for
clarification or with additional direction.

Tips and Reminders:

o Keep it simple. This is not intended to be a detailed assignment. Not all
classifications will have like metrics. Use the “Guidelines for Metrics” as a
discussion starter.

e A metric includes a performance measure (the metric definition), a target
(expressed in a range), a weight (expressed as a percent), the data source, and
the goal that the metric is aligned to.

¢ It's recommended that positions should have no fewer then 3 metrics and no
more than 10 metrics.

e Focus groups should consist of individuals (whether direct or indirect) that have
detailed knowledge or experience with what the position classification does on a
daily basis.

e For positions that may not have like metrics, it may be beneficial to begin to
review and draft example metrics so that the individual is prepared for the new
PDA. This is recommended and not required.

Performance Metrics Team members include:

Victor Barbour, Team Lead vbarbour@ncdot.gov
Ken Pace kpace@ncdot.gov
Ron Allen rallen@ncdot.gov
Ehren Meister emeister@ncdot.gov

06/22/08



Goal: Safer

POSITION

Highway Administrator

Preconstruction Example of Cascading Metrics/Measures

MEASURE

\ 4

Fatalities

Preconstruction Director

A 4

Crash Rates

Traffic Engineering and Safety
Systems Branch Manager

\ 4

Crash Rates

Traffic Safety Engineer

A

y

Crash Rates

Traffic Safety Systems Engineer

A

4

% of safety programs delivered on schedule including Highway Safety
Improvement Program, Safety Evaluations, TIP Safety Analysis
Documents, and High Risk Rural Road Program

Safety Improvement Group Head)

A

A

4

% of Highway Safety Improvement Program locations delivered on
schedule

Transportation Engineer 11

A

% of Highway Safety Improvement Program locations completed on
schedule




Works Well /Last Longer Goals

POSITION MEASURE
Division Engineer Division Infrastructure Health and
Performance- LOS Rating

A A

Division Operations Engineer Division Infrastructure Health and
Performance- LOS Rating
A

Division Infrastructure Health and
Performance- LOS Rating
or
% of Division
Projects/Programs/Services delivered
on schedule

A

Infrastructure Health and

Division Traffic Engineer Division Traffic Control Devices Performance- Division LOS Rating
LOS Rating or
Y Y % of Division
Projects/Programs/Services delivered
on schedule
A

Transportation Supervisor % of Planned Pavement % of Planned Deficient % of Planned Shoulder

Marking Replacements Sign Replacements Repairs Achieved

Achieved Achieved

% of Planned Pavement % of Planned Deficient % of Planned Shoulder
Transportation Worker Marking Replacements Sign Replacements Repairs Achieved

Achieved Achieved

Transportation Workers have many responsibilities but only measure “Big Ticket” items (items in which the majority of time is spent). Also

should include equipment operation, manual labor, dependability, interaction (teamwork)




Works Well Goal

POSITION

Division Maintenance Engineer

MEASURE

% of division projects/programs/services delivered

District Engineer

on schedule

% of district projects/programs/services delivered on

County Maintenance Engineer

schedule

% of county projects/programs/services delivered on

Transportation Supervisor

schedule

A

Example Project: Secondary Rd. Program

% success rate for completing county SR

i

May not report to same TS everyday. Focus on
small number of specific items.

Transportation Worker

construction projects on schedule — contract
administration duties, grading completion, etc.

e

A

% success rate for completing county SR

construction projects on schedule

Transportation Workers have many responsibilities but only measure “Big Ticket” items (items in which the majority of time is
spent). Also should include equipment operation, manual labor, dependability, interaction (teamwork)



Goal: Safer Division of Motor Vehicles (DMV) Example of Cascading Metrics/Measures 4
POSITION MEASURE
DMV Commissioner Fatalities
A
v
Deputy Commissioner Fatalities
A
A 4
Director of Vehicle and Driver Legally licensed drivers
Services
A 4
v v
POSITION MEASURE POSITION MEASURE

Assistant Director for
Field Services

% of legally licensed drivers

A 4

A

District Supervisor

% of customers that apply for
licenses that are prepared

h 4

A

Driver License Senior
Examiner

% of daily tests
administered to standards

A 4

A

Assistant Director for

Vehicle Registration

% of legally licensed drivers

A 4

A

Mail and Distribution

Manager

% of vehicle renewal
notices mailed on schedule

A4

A

Assistant Manager

% of monthly notices
mailed on schedule

Driver License
Examiner

% of daily tests
administered to standards




Goal: Last Longer Ferry Division Example of Cascading Metrics/Measures

POSITION MEASURE

Deputy Secretary for Transit Infrastructure Health of Rail, Ferry
and Aviation Assets

A

A 4

Ferry Division Director Asset Health of Vessels (average
age of fleet in years of service)

A

\ 4

Assistant Director for Operations % of time a vessel is out of service
due to mechanical failure

A

A 4

Maintenance Superintendent % of ferry preventive maintenance
activities performed on schedule

A

\ 4

Marine Mechanic Supervisor % of daily tasks completed

A

A 4

Marine Mechanic % of daily tasks completed




TEAM CHARTER: PERFORMANCE METRICS AND MANAGEMENT

Objective of project

* Tointroduce a performance management system, based on
a set of metrics linked to strategic goals, that will allow
NCDOT to monitor, report, and improve performance over
time and meet its commitments to its stakeholders

Key activities

* Work with the broad organization to understand “what drives
value” for organization

* Develop set of high-level business metrics linked to NCDOT
strategic goals that serve as the foundation of a
“performance dashboard”

* Develop set of business unit (BU) metrics that link to
strategic objectives and that BU heads can, in turn, use as
guidelines for developing metrics for specific groups within
their organization. BUs addressed include:

— DOH Operations (Construction; Field Ops; Asset Mgmt)
— DOH Preconstruction (Planning; PDEA; Design)

- DMV

— Transit

* Create process to report, review, and manage performance
against the metrics

* Devise roll-out plan to guide the introduction of the new
performance management system

* Provide guidelines on how to iteratively adjust performance
metrics as NCDOT strategic goals change over time

DRAFT
Key milestones Deadline
* Develop set of performance metrics
— Compile list of metrics from peer orgs * 6/15
— Compile list of metrics currently tracked by ¢ 6/28
NCDOT
— Determine what drives value for NCDOT e 713
— Develop high-level metrics based on vision ¢ 7/6
and goals
— Gather input on metrics from BU’s * 716
* Design process for managing to metrics * 7/9
* Formulate roll-out plan * 7113

* Determine information systems adjustments * 7127
necessary to support process

* Transition to NCDOT team for launch e 7127
* Periodic TMT reviews of launch progress * Ongoing
* Conduct process effectiveness evaluation * 9/14

* Make process enhancement recommendations * 9/28

Critical resources

» Completed roster for this workstream'’s team

» Completed vision and goals (team should be able to proceed
with a “best guess” at vision and goals)

* Information from staff within NCDOT

» |T systems to track performance metrics (finding out what
NCDOT currently has and determining what else is needed)

Interdependencies with other teams

Open issues Level of urgency

* Strategic Blueprinting > For NCDOT vision and goals
* Talent Management = For links between unit performance
metrics and individual employee performance evaluations

* Timing of communication regarding TMT * High
and need for information from staff
* Is DMV going to be included in this effort?  * Medium




REVIEW OF ACTIVITIES AND KEY DATES

Jun Jul Aug
Activity 28. 04. 11. 18. 25. 02. 09. 16. 23. 30. 06. 13.
Develop set of performance metrics >
* Compile metrics from peer organizations
* Compile list of metrics currently tracked by NCDOT r—r—
* Determine what drives value for NCDOT
* High-level metrics based on vision and goals ——

* Gather BU input on proposed metrics

Design process for managing to metrics

* Compile best practices for metric mgmt process
* Generate draft process and review with team e —
* Finalize metric mgmt process

Formulate roll-out plan >

* Compile best practices on performance mgmt
roll-outs

* Generate draft high-level plan and review with team

* Finalize roll-out plan

Determine information systems adjustments necessary >

to support process

* Determine key information systems [r——

* Syndicate needs with info system managers —

* Create information system change guide for required
modifications and

Transition to NCDOT for launch >
* Review roll-out plan with NCDOT stakeholders e

* Syndicate roll-out activities with key actors e

* Guide key actors through process implementation ——

TMT launch progress reviews A A




What we think is most important for all 14,000 empl  oyees to know about the PM&M Team...

Performance Metrics and Management Team
Transformation Management Team

Historically, the usage and applicability of performance metrics is varied across the divisions,
branches, and units within the Department of Transportation. The performance metrics that
exists today has not been systematically tested for linkage to a single Department-wide vision
statement and set of goals. In addition, the NCDOT does not currently have a public facing
Executive Dashboard reporting system that displays certain high-level key metrics tied to a
vision statement and goals.

The goals and vision of the Performance Metrics and Management Team are:

(1) Develop core value drivers based on the latest approved NCDOT mission statement

and goals,

(2) Determine high-level metrics that will be used for a NCDOT Executive Dashboard,
(3) Examine the current usage of performance metrics throughout the Department,
(4) Develop a methodology for reporting on and managing to metrics that fosters and

reinforces an understanding across the Department of our common mission and goals,

(5) Institute a process for creating division and branch/unit level performance dashboards

that “roll up” to create the high-level or public facing Executive Dashboard.

A structured performance metrics and management system within the Department of
Transportation will:

Empower employees to manage toward clear targets and focus on the outcomes of
their work rather than only the inputs and outputs,

Show employees how their efforts fit in to the Department’s vision and goals and foster
a better understanding and conviction of the NCDOT mission,

Enhance talent and skills among our employees by linking individual employee
performance evaluations (PMs) with the unit performance metrics and,

Better organize and structure our business processes by establishing a formal
procedure of status updates beginning at the unit level continuing on up to the
Secretary and his staff with the purpose of reporting, reviewing, interpreting, and
managing performance against the metrics.

Important definitions to know about performance metrics:

Executive Dashboard — A high level public facing performance dashboard that is a
visual representation of the overall health of the organization. NCDOT's Executive
Dashboard is the primary reporting tool for organizational performance.

Lagging Indicator — An outcome based measure that is directly related to an end
product or goal. Lagging indicators are used to access and reevaluate whether the
leading indicator measures were successful in achieving their desired result or target.
Leading Indicator — An input based measure that has an indirect relationship to an end
product or goal. Leading indicators may influence lagging indicators, and lagging
indicators may effect the leading indicators that are developed and measured.
Performance Metric — A standard of measurement that is a measurable category of
performance (such as crash rates, employee satisfaction, customer service or project
delivery).

Target — A desired level of achievement for a given performance metric.

“You can’t manage something you can’t measure.”



VOLUME VI

Performance Metrics & Management
A. Summary
Key Objectives
Value Trees
Performance Metrics
Organizational Performance Dashboard
Performance Metrics Relationship Chart
Performance Metrics & Management Final Documents

G mmooOw

A. Summary

The McKinsey diagnostic revealed that Department’s performance management system
was inadequate and was not suited for monitoring and reporting results and improving
Departmental performance over time. Although there had been some implementation
of performance management measures within business units, those efforts were not
explicitly linked to NCDOT or other business unit priorities. NCDOT's ad hoc nature of
generating performance indicators sometimes led to conflicting needs between units.
Therefore, the Performance Metrics and Management Team was created as part of the
Transformation effort to develop and introduce a department wide performance
management system based on a set of metrics linked to strategic goals. The new PM
system will allow NCDOT to monitor, report, and improve performance over time and
meet its stakeholder commitments.

B. Key Objectives
The Performance Metrics and Management Team were tasked with:

1) Working with various Department business unit managers and staff to
understand “what drives value” for the organization and individual business
units.

2) Developing a set of high-level business metrics linked to NCDOT strategic goals
that serve as the foundation of a “performance dashboard” for the Department.

3) Assisting Department managers with the development of business unit (BU)
metrics that link to strategic objectives and that can, in turn, be used as
guidelines for developing metrics for groups and individuals within units.

4) Devising a roll-out plan to guide the introduction of the new performance
management system and develop a methodology for reporting on and managing
to metrics.

5) Providing guidelines on how to iteratively adjust performance metrics as NCDOT
strategic goals change over time.

C. Value Trees

One of the initial efforts of the Transformation Team was to develop departmental
mission and goals that provides clarification of the Department’s vision for the future.
When properly cascaded throughout the organization, the mission and goals provide
the Department with a strong strategic direction. Linking top managers’ individual
performance assessments to these same goals and developing a system of “metrics” or
performance measurements for the top-level managers in the department, will allow



managers to measure each business unit’s contributions to meeting the mission and
goals.

In order to understand what drives value for the department, the Performance Metrics
team developed a “High Level Value Tree” linked to the Department’s mission and
goals. These value drivers were prioritized and used to develop high level
performance metrics which serve as key performance indicators for the overall health of
the organization. The High Level Value Tree was further broken down to include the
essential value drivers for each of the five goals. This value tree identifies the key
indicators for success for the five goals.

D. Performance Metrics

Historically, the usage and applicability of performance metrics was varied across the
divisions, branches, and units within the Department of Transportation. The
performance metrics that existed had not been systematically tested for linkage to a
single Department-wide mission statement and set of goals. In addition, NCDOT did not
have a public facing “Executive Dashboard” reporting system that displayed certain
high-level key metrics tied to a mission statement, goals and overall performance.

To meet the needs of becoming more accountable and results oriented, the Department
reinvented its performance management system to become more result based and
performance oriented. One of the first phases of this change was to adopt a uniform
definition and understanding of “performance metrics” and to cascade key performance
indicators throughout the organization based on the five goals and mission statement of
the Department.

“Performance metric” is defined as a subject area of influence or control that is a
measurable category of performance (such as fatalities, employee satisfaction,
customer service, or project delivery). A performance metric includes three
components: the performance measure or metric definition, a target, and a weight. A
“performance measure” is defined as the standard metric definition or how the metric
will be measured (such as number of fatalities per 100 million vehicle miles traveled,
percent of customers that are satisfied with services, or percent of construction projects
on schedule). The “target” is defined as the desired level of achievement for a given
performance metric. The target is always expressed in a range. The “weight” is
defined as the relative importance of the metric compared to the overall function of the
business unit or individual duties. The weight is not necessarily correlated to the
amount of time the metric should take to meet. The weight is always expressed as a
percentage.

Performance metrics, aligned to each organizational goal, were initially adopted for the
top leadership positions within the Department. These metrics were then cascaded
through out their division, branches and business units, creating a top to bottom
cascading effect of measurement systems to meet the agency goals.

As part of this process, a new employee performance evaluation system, titled the
Performance Dashboard and Appraisal (PDA), was developed and implemented linking
individual performance to business unit performance, and ultimately Department
performance. Effective April 1, 2009, each employee will now be required to have up to



ten performance metrics identified on their individual performance management
evaluation (on their PDA) that ties to meeting the organizational goals and business
unit responsibilities.

To systematically develop and institute similar and equitable metrics across business
units, focus groups were also established to develop metrics for similar job functions,
such as administrative assistants, division engineers, transportation workers, etc.
Focus groups were facilitated and metrics established for the majority of function within
the Department. To assist this development process a document was created titled,
guidelines for developing metrics. These guidelines outlined how to create metrics and
how to begin the process. In summary, metrics can be created by thinking about four
criteria:

1. Higher level metrics and goals

2. Position job descriptions and key responsibilities

3. Customer expectations

4. Processes

The development and implementation of performance metrics allows managers to
measure each business unit’s contributions to meeting the mission and goals, and
meeting the overall mission of the department.

A structured performance metrics and management system within the Department of
Transportation has:

 Empowered employees to manage toward clear targets and focus on outputs
and outcomes of their work rather than inputs,

* Shown employees how their efforts fit in to the DOT's vision and goals and foster
a better understanding and conviction of the NCDOT mission,

* Enhanced talent and skills among our employees by linking individual employee
performance evaluations with the unit performance metrics and,

» Better organized and structured our business processes by establishing a formal
procedure of status update meetings beginning at the unit level continuing on up
to the Secretary and his staff with the purpose of reporting, reviewing,
interpreting, and managing performance against the metric results.

E. Organizational Performance Dashboard

The N.C. Department of Transportation is committed to measuring and improving
performance. To meet this commitment and to be transparent to the public, NCDOT
has developed and implemented a real time, public facing, performance dashboard
located at www.ncdot.gov. This model is a high level external facing performance
dashboard that is a visual representation of the overall health of the organization and is
the primary reporting tool for organizational performance. At the very highest level, this
represents the performance measures established for the Secretary of Transportation.

The Department’s Performance Dashboard serves as an indicator of how well we are
meeting our mission and goals. The dashboard consists of five gauges, one for each
goal, which depicts the performance level of a specific measure and can be drilled
down to more specific performance data. Each key performance indicator for each goal
was systemically chosen because of its wide sweeping impact to the Department and
North Carolina. Most key measures graphically depicted on the dashboard are


http://www.ncdot.gov/

outcome measures or “lagging indicators.” Lagging indicators are an outcome based
measure that is directly related to an end product or goal and are used to access and
reevaluate whether leading indicator measures were successful in achieving their
desired result or target. A “leading indicator” is an input based measure that has an
indirect relationship to an end product or goal and can easily influence lagging
indicators. Lagging indicators may also affect the leading indicators that are developed
and measured.

As of November 2008, four (out of five) gauges have been implemented including:
» Fatality Rate for the goal of making the transportation network safer
* Incident clearance time for the goal of making the transportation network move
people and goods more efficiently
» Infrastructure health score for the goal of making the infrastructure last longer
» Delivery rate for the goal of making the organization a place that works well

Each indicator is linked to additional organization performance data and measures
based on the key indicator and goal.

F. Performance Metrics Relationship Chart

NCDOT
Mission

Results you're
expected to
NCDOT Metrics achieve
Goals

Ways you're
expected to act

NCDOT
Values

Skills you'll
need to be
effective

Competencies

H. Performance Metrics & Management: Final Documents

Summary / Activities
* 062107_PMM_Performance Metrics and Mgmt Charter_VB
081607 _PMM_ Metrics Summary-Context and Metric Generation_VB
 071207_PMM_Perf Mgmt Issue Tree and Metrics Outline_VB
* 072607_PMM_Perf Mgnt Intro TMT Presentation_VB



Value Tree
061008 _PMM_High-level Value Tree_RA

Performance Metrics
* 012508 _PMM_Blank Metrics Worksheet EM
* 012508 _PMM_Final Guidelines for Developing Metrics_EM
012508 PMM_Cascading Metrics Examples  EM
* 012508 _PMM_Directions for Development of Like Metrics_EM
* 012508 _PMM_Metrics Presentation for Focus Groups_RA
* 061308 _PMM_General Performance Metrics 101 Presentation_VB
e 091207_PMM_Metrics Template with Goals_RA
* 040108_PMM_Metrics Worksheet Chief Engineer_KP

Performance Dashboard
* 073107_PMM_Executive Committee Perf Mgmt Best Practices & Overview_VB
071308 _PMM_Dashboard Screen Shots Presentation_KP
* 120707_PMM_Secretary of Transportation Metrics_VB
e 103108 PMM_Dashboard Documentation _EM

Outreach
e 112007_PMM_Detailed Performance Metrics Pilot Presentation_VB
e 071207_PMM_Communications Outreach Pyramid and Timeline_VB
* 060908 PMM_DOH Operations Metrics Presentation_VB
 071307_PMM_PM&M Team Outreach Memo_RA
* 080807_PMM_Performance Metrics Memo to Managers_RA



PERFORMANCE METRICS

FOR DEPARTMENT OF TRANSPORTATION

SECRETARY OF TRANSPORTATION

WORKING DRAFT 10/25/07; 12/7/07

Metrics

Definition of Measure/Comments

“Make our transportation
network safer”

¢ Fatalities

“Make our transportation
network move people and
goods more efficiently”

¢ Reliability on the System Strategic Highway
Corridors and Regional Tier Routes

“Make our infrastructure
last longer”

* Transit Service

* Department Infrastructure Health

* Projects/Programs/Services on Schedule and on

“Make our organization a
place that works well”

Budget

¢ Business Development and Outreach

* Customer Service

¢ Fiscal Management

“Make our organization a
great place to work”

* Employee Safety
* Employee Satisfaction

* Recruiting, Developing and Retaining Employees

* % improvement in fatalities compared to national goal of 1.0 fatality
per 100 million vehicle miles traveled

* Average operating speeds on Strategic Highway Corridors (SHC)

* Travel time reliability - standard deviation of average commuter time
in selected urban areas

* % Decrease in congestion

* % Increase in Frequency of Service

* Statewide Level of Service Scores for Facilities (assets)
* % Increase in value of Department infrastructure

* % of projects/programs/service administered, managed and
constructed on schedule and on budget (Planned vs. Actual)

* Y% of solicitations sent to, % of bids received from, & % of contract
dollars awarded to DBEs, MBEs, WBEs, SBEs, and HUBs

¢ Customer survey scores (public, partners, etc.)

* % improvement of existing administrative budget

* Number of incidents, lost work days, worker’s comp claims
* Employee satisfaction survey composite score

* Retention rate of “Top Performers” and/or stabilization rate



GUIDE FOR DASHBOARD SCORECARD

FOR USE IN PERFORMANCE REVIEW MEETINGS

Metric Metric Data Target Data Source Wt (%)
Fatalities per 100 million
Fatalities vehicle miles; i.e. 1.58...this will be

Reliability of Strategic Highway
Corridor System

Projects/Programs/Services on
Schedule and on Budget

Recruiting, developing and retaining
employees

e e e =

it A B |

compared against a baseline TBD Traffic Engineering Branch

(% improvement)

-Average operating speeds on Strategic
Highway Corridors (SHC)
-Travel time reliability
-Congestion (Level of Service)

1
% Increase in Frequency of Service '
compared to previous year for Rail, Ferry, !
Public Transit, etc. "

- Composite Statewide Rating (Level
of Service Rating)
- % annual increase in value of
Department infrastructure

- Asset Management-Maintenance Condition
Reports
- Financial Management Division

# of reported incidents that cause lost
work days and/or worker’s comp
claims compared to baseline, i.e

previous year(s) reported incidents

|
]
|
)
T o .
# of projects/programs/services | ' Program Development report from STaRS
planned for year divided by # actual | ! and/or BW, HICAMS
completed = % success rate ' !
_______________________________ :________________:______________________________________
% Contract dollars awarded to | '
DBEs, MBEs, WBEs, SBEs, & 1 ! SAP
_____________ HUBS
| i
Customer survey scores (public, | '
' : TBD
partners, etc.) ' .
% improvement of administrative | E 78D
budget(s) ' !
|
]
|
)

Retention rate of “Top Performers”
and/or stabilization rate



PERFORMANCE METRICS
&
MANAGEMENT



PERFORMANCE METRICS

» Definition - “To Measure” (either a process or a result)

 Metrics are used to establish organizational goals

« Metrics gauge performance throughout the organization,

Department ([ 1\,
pivision(/ L
granchl] >
uniel] >

Employee



FACTS ABOUT METRICS

For improved organizational performance, Executives and Managers must all be able to interpret
metrics appropriately.

To do so, they must.....

(1) understand precisely what is being measured,

(2) gauge whether the results are positive or negative based on the organization’s goals,

(3) place the appropriate weight or relevance on the metrics for issues being addressed
by the organization.

APPROPRIATELY INTERPRETING A MEASURE AND THE MEANING OF RESULTS
PROVIDES THE NECESSARY FOUNDATION FOR ACTING ON THOSE RESULTS AND
EFFECTING IMPROVEMENT.



FACTS ABOUT METRICS

"You can't manage something you can't measure.”

-@l

“Chicken Efficiency”........ huh ? What is that?

"Poor selection of metrics can produce bad management decisions”

“If an agency has too many measures, it has—in reality—no measures.”

- Bob Behn’s Public Management Report



NCDOT

“Connecting
people and
places in
North Carolina
- safely and
efficiently,
with
accountability
and
environmental
sensitivity.”

NCDOT HIGH-LEVEL VALUE TREE

“MAKE OUR TRANSPORTATION
NETWORK SAFER”

“MAKE OUR TRANSPORTATION NETWORK
MOVE PEOPLE AND GOODS MORE
EFFICIENTLY”

“MAKE OUR INFRASTRUCTURE
LAST LONGER”

“MAKE OUR ORGANIZATION A PLACE
THAT WORKS WELL”

“MAKE OUR ORGANIZATION
A GREAT PLACE TO WORK”

f
1
T
[

Transportation
system and facilities I NEXT SLIDE

Vehicle operation

Ease congestion
Manage incidents

Add capacity

Metrics should link to
the Department’s
Mission & Goals.

Infrastructure life

DOT Facilities

Projects

Programs

Services

Stakeholder interaction

Attractive to people

Performance mindset



MAKE OUR TRANSPORTATION NETWORK

Transportation

MAKE OUR
TRANSPORTATION
NETWORK

system and
facilities

Key metrics

* Incidents
— Fatalities
— Injuries
— Severity

Vehicle
operation

— Facilities

— Tiers/system

| External work
zones

— \/ehicle condition

— Operator practice

— Maintenance
— Building design
— Security

— Condition

— Design
— Features
— Condition

— NCDOT work zones

— Maintenance

— Design
— Traffic control devices
Safe work practices

— and standard operating
procedures

— Design
— Traffic control devices

Safe work practices
— and standard operating
procedures

— |nspection
—— Enforcement
— Training

— Enforcement



PERFORMANCE METRICS

FOR DEPARTMENT OF TRANSPORTATION

SECRETARY OF TRANSPORTATION

WORKING DRAFT

Metrics

Definition of Measure/Comments

“Make our transportation
network safer”

“Make our transportation
network move people and
goods more efficiently”

“Make our infrastructure
last longer”

“Make our organization a
place that works well”

“Make our organization a
great place to work”

Fatalities

Reliability on the System Strategic Highway
Corridors and Regional Tier Routes

Transit Service

Department Infrastructure Health

¢ Project/Program Delivery on Schedule and Budget

Business Development & Outreach

Customer Service

Fiscal Management

Employee Safety
Employee Satisfaction

Recruiting, developing and retaining employees

* % improvement in fatalities compared to national goal of 1.0 fatality
per 100 million vehicle miles traveled

* Average operating speeds on Strategic Highway Corridors (SHC)

* Travel time reliability - standard deviation of average commuter time
in selected urban areas

* % Decrease in congestion

* % Increase in Frequency of Service

* Statewide Level of Service Scores for Facilities (assets)
* % Increase in value of Department infrastructure

* % of projects and programs administered, managed and constructed
on schedule and on budget (Planned vs. Actual)

* Y% of solicitations sent to, % of bids received from, & % of contract
dollars awarded to DBEs, MBEs, WBEs, SBEs, and HUBs

¢ Customer survey scores (public, partners, etc.)

* % improvement of administrative and projects budget

* Number of incidents, lost work days, worker’s comp claims
* Employee satisfaction survey composite score

* Retention rate of “Top Performers” and/or stabilization rate



PERFORMANCE METRICS : vs. LAGGING

LAGGING INDICATORS
(Input) (Outcomes)

Indicators are Lagging Indicators are reactive
metrics that are task specific

Indicators measure Lagging Indicators are reflective
and track performance before and measure performance against
a problem arises prior goals

Indicators are

proactive Lagging Indicators indicate what
has already happened (past)

Indicators indicate
what may happen (future)

Indicators are a
predictor to the ability to meet
future goals




vs. LAGGING

EVALUATE

USE LAGGING METRICS TO ADJUST
TARGETS FOR METRICS OF

PROCESS LAGGING >

CRASH RATE

IMPROVING SHOULDER DROP-OFFS

ADDING REFLECTIVE MARKERS

TURN LANE ADDITIONS

LEGALLY LICENSED DRIVERS

REDUCTION OF VMT BY USE OF
ALTERNATIVE MODES

PROJECT FUNDING & DELIVERY



EXAMPLE OF CASCADING METRICS FOR SAFER

CHIEF ENGINEER OPERATIONS
(Crash Rates)

SECRETARY OF TRANSPORTATION
“MAKE OUR (Fatalities)
TRANSPORTATION
NETWORK SAFER”
STATE HIGHWAY ADMINSTRATOR
(Fatalities)
DIRECTOR OF PRECONSTRUCTION"
(Crash Rates)
DIRECTOR OF FIELD OPERATIONS
TRANSPORTATION PLANNING MANAGER (Crash Rates)

(Crash Rates)

DIRECTOR OF ASSET MANAGEMENT
(Crash Rates)
| ]

B

STATE TRAFFIC ENGINEER
(Crash Rates)

TRAFFIC SAFETY ENGINEER
(Maintain Updated Crash Database)

4

DIVISION ENGINEERS

STATE RD MAINT. ENGINEER

:iriihRi:ii: Level of Service for MCAP saf item

DIVISION MAINTENANCE ENGINEER
DIVISION OPERATIONS ENGINEER
(Let and Construct 5 Spot Safety

DIVISION TRAFFIC ENGINEER
(Correct 10 High Incident
Locations within Division)

and 7 W- Fund Projects)




EXAMPLE OF CASCADING METRICS FOR WORKS WELL

SECRETARY OF TRANSPORTATION
“MAKE OUR ORGANIZATION (Delivery on Schedule and Budget)
A PLACE THAT
WORKS WELL”
STATE HIGHWAY ADMINSTRATOR

(Delivery on Schedule and Budget)

DIRECTOR OF PRECONSTRUCTION CHIEF ENGINEER OPERATIONS
(Delivery on Schedule and Budget) (Delivery on Schedule and Budget)

DIRECTOR OF FIELD OPERATIONS | [DIRECTOR OF ASSET MANAGEMENT
TRANSPORTATION PLANNING MANAGER (Delivery on Schedule and Budget (Delivery on Schedule and Budget)

(Delivery on Schedule and Budget)

STATE RD MAINT. ENGINEER
Deliv n Sch le and B

DIVISION ENGINEERS
STATE HWY DESIGN ENGINEER Deliv n Schedule and B

(Delivery on Schedule and Budget)

L

DIVISION MAINTENANCE ENGINEER DIVISION CONSTRUCTION ENGINEER
STATE HYDRAULICS ENGINEER (Pave 95% of Secondary Rds. In (Complete 90% of TIP Projects as Scheduled)
Annual Plan)

(Delivery on Schedule and Budget)

[r—e—

PROJECT ENGINEER PROJECT ENGINEER
(95%of Project Plans (95%of Project Plans

Meeting Turn-in Date ) Meeting Turn-in Date )




METRIC TARGET EXAMPLES

Actual Results Targets
2005 2006 2007 2008 2009
Metric Low High Low High Low High
* Fatal accident rates on 1.62 1.61 1.0 1.50 1.0 1.40 1.0 1.30
NCDOT transportation
network (Fatals /100M VMT)
* Congestion C- C- TBD TBD TBD TBD TBD TBD
(level of service)
» Statewide Infrastructure C- C- C B C B C B
Health (MCAP LOS Rating)
— Pavement Condition C- C- C B C B C B
— Bridge Condition - D - - C B C B
* Delivery on schedule and
Budget
— TIP Project Delivery 75% 78% 75% 80% 75% 80% 75% 80%
— Div. Program/Projects 75% 78% 75% 80% 75% 80% 75% 80%
— Misc. Program Delivery 75% 78% 75% 80% 75% 80% 75% 80%
* Employee safety
incidents (Based on o 7 0 4 0 3 0 2

Division or Unit Incidents)



WHAT DO YOU DO NEXT ?.......

NEXT STEPS

* Understand and validate your metrics

* Identify metrics of your subordinates that
feed into your metrics

* Understand and validate the targets for your metrics

* Identify the targets for your subordinates metrics

Now.... A Class Exercise



Works Well Exercise

SECRETARY OF TRANSPORTATION

Metrics Definition of Measure/Comments

¢ Delivery on Schedule and Budget * % of projects managed, administered, constructed on schedule
and on budget (Planned vs. Actual)

“Make our organization a ¢ Business Development & Outreach * % of solicitations sent to, % of bids received from, & °g of contract
place that works well” dollars awarded to DBEs, MBEs, WBEs, SBEs, & HUBs

¢ Customer Service * Customer survey scores (public, partners, etc.)

¢ Fiscal Management * % improvement of existing overhead and program budget

Example of Projects and Programs for the Secretary of Transportation

Delivery of Statewide TIP Program (All Phases - Planning, Design, R/W, Let, Construction)
Delivery of GARVEE Bond Projects

% Obligation of Funding

% of Governor's Highway Safety Program Completed vs. Planned

% of Planned Transit Programs and Projects Completed vs. Planned

Other Programs

Secretary’s Success = Overall Cumulative Rating of All Programs/Projects Across the Department
(DMV, Division of Highways, Transit, Administration and Business Development, Financial,
Intergovernmental Affairs and Business Development, Human Resources, Information Technology,
Public Information Office)




Works Well Exercise

DIRECTOR OF PRECONSTRUCTION

Metrics Definition of Measure/Comments
- Delivery of TIP projects, excluding * Number of major milestones met (planned vs. actual)
bridge replacement projects (concurrence points, planning documents completed,

public hearings held, R/W, Let, and Construction Completed)

13 - .

Make our organlzatlgn a * Project Scope * Once Cost Estimate Flow Chart and Scope Change Request
place that works well processes are implemented, a metric needs to be developed
to evaluate the performance

* Business Development & Outreach * % of solicitations sent to, % of bids received from, & % of contract
dollars awarded to DBEs, MBEs,WBEs,SBEs, & HUBs

* Fiscal Management * % improvement of existing overhead and program budget

Example of Projects and Programs for the Director of Preconstruction

Delivery of Statewide TIP Program (All Phases - Planning, Design, R/W, Let, Construction, )

Major Milestones Met For:

- Concurrence Points

- Planning Documents

- Public Hearings

- Right of Way

- Projects Let

- Construction Completed

Director’s Success = Overall Cumulative Rating of All Programs/Projects Across Preconstruction
(Highway Design, Right of Way, Traffic Engineering and Safety Systems, Project Development and
Environmental Analysis, TIP Program Managers, Alternative Delivery, Project Services, Transportation
Planning)
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EACH DASHBOARD METRIC AND TARGET WILL BE TRACKED OVER
TIME TO OBSERVE TRENDS IN PERFORMANCE...

Examples of metric tracking methods ILLUSTRATIVE
“Stoplight” visual ratings of performance as Year-over-year comparisons of actual
compared to established targets performance versus targets

Underperformed
according to target
Met target
/;traieuic goal: “Make our transportation network safer”
Overperformed Performance metric: Xxxx
according to target Descrigtion 0000 19000 10000C 10000 100000 0000
OO0 00U 000000000 0000 00000
GO0 IDOME 000000000 KO0GL 100000
“ Unit of measure: N 000 000K
Target Green light - g

Yellow light - w0
Red light- o

Historical performance:
2008 — wxx
2005 — i
2004 - ¥x8x

| I I N T T | o
L L T
Mote: EIGHHRE KL K00 WK XN
\ E— k

Comparison between North Carolina
performance and US national averages

Comparisons between current year and
historical performance

‘04 ‘05 06 ‘07  Avg

‘04 05 ‘06 ‘07  Avg




NCDOT
EXECUTIVE DASHBOARD

A GAUGE FOR OVERALL ORGANIZATIONAL PERFORMANCE

PHASE 1 - Dashboard Data for the short term

eMake our transportation network safer
Crash Statistics
Fatality Information (Crash Report)
sMake our transportation network move people and goods more efficiently
Strategic Highway Corridor
Travel Information (TIMS)
sMake our infrastructure last longer
Maintenance Condition Assessment Program (MCAP) - 2006 Executive Summary
MCAP - Full 2006 Report
sMake our organization a place that works well
Construction Progress Report
Statistics For Awarded Contracts
eMake our organization a great place to work
Current Job Postings

Employee Newsletter - “In The Loop”



PHASE 1 - NCDOT

Short Term EXECUTIVE DASHBOARD
Executive A GAUGE FOR OVERALL ORGANIZATIONAL PERFORMANCE
Dashboard

“Make our transportation
network ?

METRICS

PHASE 1 - SHORT TERM

“Make our transportation
network move people and
goods more ?

“Make our infrastructure

th

“Make our organization
a place that ?

“Make our organization
to work”

Fatal accident (incident) rates on
NCDOT transportation network

Travel time (avg. operating speed)
Travel time reliability
Congestion (level of service)

Existing system conditions
— Roads, Bridges, and other

Book value of transportation network

Delivery on schedule

Delivery on budget

Employee satisfaction

Employee safety incidents

Recruiting, developing, and retaining employees

NC Fatal Crash Data
(Info supplied from Kevin Lacy)

TIMS =

MCAP

Construction

Progress
(May be able to get some
info from Prog Development
to put here)

In The Loop



PHASE 2 - NCDOT

Full Delivery EXECUTIVE DASHBOARD
Executive A GAUGE FOR OVERALL ORGANIZATIONAL PERFORMANCE
Dashboard

METRICS

* Fatal accident (incident) rates on
“Make our transportation network safer” NCDOT transportation network

: * Travel time (avg. operating speed)
“Make our transportation network move * Travel time reliability

people and goods more efficiently” « Congestion (level of service)

* Existing system conditions
— Road
“Make our infrastructure last longer” — Bridge
— Other
* Book value of transportation network

. L * Delivery on schedule
‘Make our organization a place

that works well” * Delivery on budget

o Employee satisfaction
“Make our organization

a great place to work™ * Employee safety incidents
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Dashboard Documentation

Dashboard DOCUMENTALION .......c.iiuiiuieeieieiete sttt ettt ettt sttt eae et este st e tesbeseeebeeaeessene e teabesseebeeneeneeneanean 1
Dashboard HOME PAZE ..........oiiiiiiiiee ettt ettt ettt eae bt et e eeeneas 2
Fatality Rate: ..ottt ettt st st b et ettt bee b enaean 2
DIElIVETY RALE: ... eitiiiiiiieiecieeeee ettt ettt ettt ettt e et eesbeesaesseesseesbeessessaesssesseesseensenssenssensaensens 2
Infrastructure Health:... ..ottt e 2
Crash DEtails PAZe........cccueiiiiiiiiiieiieiieieetestt ettt sttt ste e s te s et e st e e beesseesbesssesseessaenseessesssesssesseesseensenns 3
Crash COUNE: ...ttt ettt ettt et e et et e st b e sb e bt e bt e bt et et e st e sa e b e ebeeat et entenee 3
Fatality COUNT: ...ooviiiieieeieeee ettt et ettt et et et eestessaesseesseeseensessseensenseenseenseansenssensaensens 3
TJUIY COUNL: ottt ettt ettt ettt e e e e st e e b e e bt e teembeemeesaeesnee st enteenseeneeeneesseannean 3
Yearly Statistics TabIe........cc.eeiuieiieieee ettt ettt ettt et e s e neennean 3
Filter By DIopdOWI BOX ......cocuiiiieiieieiiesiee ettt ettt ettt st e sttt et enteeneesseenean 3
Delivery Rate Details PAZe........ccooiiuiiiiiiiiiee ettt sttt eae et ee s 4
Letting SUCCESS RALE: ....ocueiiiiiiieiieee ettt ettt et b ettt sbee b enbeas 4
Right of Way SUCCESS RALE: .....oouiiiiiiiiiiie ettt ettt s een 4
Construction Projects 0n SChEAUIE Y0:......cveivieriieiieiieiierieeie ettt te et eaesaeseeesaeeseenseens 4
Construction Projects 0n BUAEt %0:........ocviiuieiiiieiieiierieeie ettt sseeaeseaesseesaaeseenseens 4
Average State Environmental INSpection SCOTE: .........cccvevvieiiieiiieiiiiieiiereeie et re s seae e aees 4
Environmental Compliance Details Page ..........cccieiiieiiiciiiieieieeieeestetee et 5
Field Maintenance Projects SCore (YTD AVG): . ccuiciieieeieiieieeie ettt 5
Contract Projects SCOTe (YTD AVG): ..o uioiiiieiieeiieit ettt ettt te et ae s aesseesseensesnnesneenseenseens 5
Bridge Maintenance Projects Score (YTD AVG): ..coiioiiiiieiieeeeeee ettt 5
Filter BY DIOpdOWI BOX ......coiuiiiieiieie ettt ettt st e sttt eeneeeseesseenean 5
Monthly Averages for Project INSPECtion SCOTES ........cecueeiiriierieiiieieeie ettt ettt 5
Infrastructure Health Details Page..........c.ooiiiiiiiiiiieiee ettt 6
Pavement CONAITION: ......oouiiiiiieiieiieeee ettt ettt et st sb e bt et et ea e ebeesbeeatesbeesbeenbeas 6
Bridge Health TNAEX: .....oouiiiiieie ettt sttt ettt sbee b enaeas 6
Roadside Feature Condition: ...........coceiiieierientinerieet ettt ettt ettt st st eae bt enseeens 6
TTENA CRATL: ...ttt et et s bbbt bt eb e et et et e st e e bt sbeebeeneensentens 6
Data TaDIE: ...ttt h ettt sttt be bt bt et et etens 6
Filter BY DIOPAOWI BOX ......oiiiiiieiiiiecie ettt ettt e e ssee st eseenseenseensesssesseensens 6
Moving People and Goods Details PaGe .........ccceoieriieiieiieieeieeeieee ettt 6
Incident Clearance TIME:........c.ueiuiiiieieiie ettt ettt ettt ee e bt te et e st e sseenteeneeeneeeneesseaneas 7
Ferry Service ReIIADIIEY .. .c.eoouieiieieeiet ettt ettt sttt et eneeeseeseeenean 7
Rail Service RIAEISIIP: .....eieiiiieiee ettt ettt eeseesseeneas 7
Public Transit UIIZAtION: ........eeiiieieiiee ettt sttt et et e e tesbeebeebesaeeaeeneeneeneens 7

Highway REHADIIILY: ...oouiieiiiiieieiieeeee ettt et s et e st et e bt saeebe e e eneeneens 7



Dashboard Home Page

The starting page of North Carolina DOT’s Organizational Performance Dashboard displays one Key
Performance Indicator (KPI) for each of the five goals. The KPI definitions are as follows:

Fatality Rate:

Fatality Rate is computed as the number of fatalities year to date divided by Vehicle Miles Traveled (VMT)
in 100 millions. The acronym VMT (100MVM) is used for displaying the Vehicle Miles Traveled with a
scale of 100 Million Vehicle Miles. For example there were 1555 fatalities on NC roads in 2006, and
101648 Million Vehicle Miles were traveled on NC roads in 2006, which is same as 1016.48 100MVM.
The fatality rate for 2006 is: 1555 divided by 1016.48 which are equal to 1.53 fatalities per I00MVMT.
The fatality rate gauge compares the current year to date NC fatality rate with the previous year’s National
Fatality Rate which was 1.42 for 2006.

NCDOT has established a target range for the fatality rate of 1.5 to 1.63. Values below the range are
displayed as green, above the range as red and within the range as yellow. The data for this gauge is
sourced from DMV Crash Database.

Delivery Rate:

Delivery Rate measures the performance of NCDOT against the “works well” goal. Delivery Rate is
defined as percent of all active construction projects that are “on target.” A project is on target if it is “on
schedule” and “on budget.” The on schedule and on budget status of a project is defined as:
e A contract is on schedule if actual progress is within 15% of scheduled progress.
e A contract is on budget if over/under run is less than 4%.
e A contract is on target if it is on budget and on schedule. The “on target metrics” is displayed as
the primary and main gauge for NCDOT’s goal of being an organization that works well.

The construction project status data is sourced from HiCAMs.

Infrastructure Health:

Infrastructure Health Index measures the condition of NCDOT highways system assets against the goals of
making our infrastructure lasts longer. It is defined as a composite score based on pavement condition,
bridge health index and roadside feature condition. Three comprehensive statewide surveys are used to
evaluate the condition of the state highway system: (1) the Maintenance Condition Survey, (2) the Bridge
Condition Survey, and (3) the Pavement Condition Survey. The surveys provide the following metrics:
e Pavement condition is defined as the percent of lane miles in good condition. Good condition for
pavement is defined as a PCR (Pavement Condition Rating) value of 80 or higher.
e Bridge health index is defined as the percent of bridges in good condition. A bridge is considered
to be in good condition if the Level of Service (LOS) for Deck, Sub-Structure and Super Structure
are all greater than or equal to 6.
e The Roadside Feature Condition is defined as a weighted value score that represents the physical
condition of all highway features and elements excluding pavement and bridges.

Highway health index is a weighted average of the three metrics described above. It is calculated as

follows:
e Pavement Condition (40%) + Bridge Health Index (35%) + Roadside Feature Condition (25%)

Note: The infrastructure health scores do not reflect the actual safety of the highway structures and features.




Crash Details Page

This page displays the metrics defined below. The data is current as of the date displayed at the bottom of
the page and is sourced from the DMV Crash Database. The “Data current as of:” date defines the time
period associated with the metric displayed in the gauge. If the data is current as of 08/30/2007, then the
gauge is showing the metric value from 1/1/2007 to 08/30/2007.

Crash Count:

This is defined as the total number of crashes on NC roads for the calendar year to date (CYTD). The gauge
is accompanied by a trend chart of the total number of crashes by year. This chart is based on the data
displayed in the yearly statistics table in the row labeled crashes.

Fatality Count:

This is defined as the total number of fatalities on NC roads for the calendar year to date (CYTD). The
gauge is accompanied by a trend chart of the total number of fatalities by year. This chart is based on the
data displayed in the yearly statistics table in the row labeled fatalities.

Injury Count:

This is defined as the total number of injuries on NC roads for calendar year to date (CYTD). The number
of injuries includes severe (Class A) and moderate (Class B) injuries only. The gauge is accompanied by a
trend chart of the total number of injuries by year. This chart is based on the data displayed in the yearly
statistics table in the row labeled injuries.

Yearly Statistics Table

This table displays the following metrics by calendar year. The last column displays “year to date” values
of the current year based on the “Data current as of” date at the bottom of the page:
e  Crashes — Total number of crashes on NC roads for the calendar year. The value of the last column
is displayed in the CYTD Crash Count Gauge.
o Fatalities — Total number of fatalities on NC roads for the calendar year. The value of the last
column is displayed in the CYTD Fatality Count Gauge.
e Injuries — Total number of severe and moderate injuries on NC roads for the calendar year. The
value of the last column is displayed in the CYTD Injury Count Gauge.
e  VMT (100MVM) — Total number of Vehicle Miles Traveled on NC roads for the calendar year in
100 Million Vehicle Miles scale. Therefore, a value of 1016.48 for 2006 means that 101648
Million Vehicle Miles were traveled on NC roads in 2006.
e  Crash Rate — This is computed as crashes divided by VMT (100MVM).
o Fatality Rate — This is computed as fatalities divided by VMT (100MVM).
e Injury Rate — This is computed as injuries divided by VMT (100MVM).

Filter By Dropdown Box

The “Filter By” dropdown box allows the user to filter all the data displayed on the page to a county level.
By default, the page displays statewide data. Selecting a county filters the three gauges, trend charts and
the yearly statistics table to show values for the selected county.



Delivery Rate Details Page

This page displays the metrics defined below. The source and effective time period for each metric is
explained with the definition:

Letting Success Rate:

The Letting Success Rate shows the percentage of Projects which were “Advertised for bid” on Schedule in
Calendar 2007. The event of advertising for bid is also referred to as Letting. The Pre-Construction phase
of a project is complete once it has been awarded to a Contractor for Construction. The Letting Success rate
is computed by comparing the number of projects that were planned for Let at beginning of a Calendar
Year to the actual number of projects that were Let in the year. This data is compiled manually by the
Program Development group on a yearly basis.

Right of Way Success Rate:

The Right of way Success Rate shows the percentage of Projects which completed Right of Way on
Schedule in Calendar 2007. The Right of way Success rate is computed by comparing the number of
projects that were planned for Right of Way at beginning of a Calendar Year to the actual number of
projects that were Let in the year. . This data is compiled manually by the Program Development group on
a yearly basis.

Construction Projects on Schedule %:

This metric shows the % of all active highway construction projects that are on schedule. A project is on
schedule if Actual Progress is within 15% of Scheduled Progress. This data is sourced from HiICAMs and is
current as of today.

Construction Projects on Budget %:

This metric shows the % of all active highway construction projects that are on budget. A project is on
budget if Over/Underrun % is less than 4%. This data is sourced from HiCAMs and is current as of today.

Average State Environmental Inspection Score:

This is the calendar year-to-date average score for all construction and maintenance projects statewide as
inspected and graded by the Sedimentation and Erosion Control Program. This represents a statewide
inspection composite score for Field Maintenance, Contract (TIP), and Bridge Maintenance projects.
NCDOT management has established a target range of 7.5 to 8.8. The data for this gauge is sourced from
the Sedimentation and Erosion Control Inspection Database.



Environmental Compliance Details Page

This page displays the metrics defined below. The data is current as of the date displayed at the bottom of
the page and is updated monthly from the Department’s Sedimentation and Erosion Control Inspection
Database. The “Data current as of:” defines the time period associated with the metric displayed in the
gauge. If the data is current as of 03/30/2008, then the gauge is showing the metric value from 1/1/2008 to
03/30/2008. The bar chart for “Monthly Averages for Project Inspection Scores” displays each calendar
year month’s average score for the three major project categories. As projects are inspected monthly and
data entered into the inspection database the charts will be populated and adjusted accordingly.

Field Maintenance Projects Score (YTD AVG):

This is the average score for sediment and erosion control compliance for all projects and activities
conducted or administered by field maintenance personnel. Field Maintenance projects typically include
activities such as pavement maintenance, drainage maintenance and secondary road improvements.
Projects are reviewed on a monthly basis to check for compliance with the North Carolina’s Sedimentation
and Pollution Control Act (SPCA). An overall grade is given to each project with the grading scale as
follows: 10-Excellent, 9-Very Good, 8-Good, 7-Fair, 6 or below-unacceptable.

Contract Projects Score (YTD AVG):

This is the average score for sediment and erosion control compliance for all roadway and bridge projects
constructed through the Department’s Transportation Improvement Program (TIP). These projects are
typically constructed through major contracts administered by Department field personnel. Projects are
reviewed on a monthly basis to check for compliance with the North Carolina’s Sedimentation and
Pollution Control Act (SPCA). An overall grade is given to each project with the grading scale as follows:
10-Excellent, 9-Very Good, 8-Good, 7-Fair, 6 or below-unacceptable.

Bridge Maintenance Projects Score (YTD AVG):

This is the average score for sediment and erosion control compliance for all projects and activities
conducted by field Bridge Maintenance personnel. Bridge Maintenance projects typically include
maintenance and repair activities for pipes, culverts, and bridges, and the replacement of small, non-TIP
bridge projects. Projects are reviewed on a monthly basis to check for compliance with the North
Carolina’s Sedimentation and Pollution Control Act (SPCA). An overall grade is given to each project
with the grading scale as follows: 10-Excellent, 9-Very Good, 8-Good, 7-Fair, 6 or below-unacceptable.

Filter By Dropdown Box

The Filter By: dropdown box allows the user to filter all the data displayed on the page to a County. By
default, the page displays statewide data. Selecting a county filters the three Gauges and the trend chart to
show values for the selected County.

Monthly Averages for Project Inspection Scores

This bar chart display a monthly breakdown for the three metrics defined above, for the current Calendar
Year.



Infrastructure Health Details Page
This page displays the metrics defined below. This data is current as of 7/30/08.

Pavement Condition:

Pavement condition is defined as the % of lane miles in good condition. A good condition for pavement is
defined as PCR (Pavement Condition Rating) value of 80 or higher (on a 0 to 100 scale). The PCR score
displayed is a composite score determined using a pavement condition survey performed annually for
interstate routes and every two years for primary and secondary routes. The survey uses the complete roadway
length for all asphalt surfaced roadways and a sampling of every mile of concrete pavement.

Bridge Health Index:

Bridge health index is defined as the % of bridges in good condition. A bridge is considered to be in good
condition if the Level of Service (LOS) for Deck, Sub-Structure and Super Structure are all greater than or
equal to 6 (on a 1 to 9 scale). . Bridge health indices are determined using a bridge condition survey in
which each bridge in the state is surveyed every 2 years. The results displayed are the most recent
composite scores for the surveys.

Roadside Feature Condition:

The Roadside Feature Condition is defined as a weighted value score that represents the physical condition
of all highway features and elements excluding pavement and bridges which are captured by the two
previous metrics described above. The roadside feature Level of Service (LOS) for roads is determined, for
the most part, by evaluating samples of 0.2 mile segments of road for various elements such as:

e  Shoulders and Ditches — Low Shoulder, High Shoulder, Lateral Ditches

e Drainage — Blocked or Damaged Pipes and Gutters

e Roadside — Mowing, Brush and Tree Control, Litter and Debris, Slope and Guardrail

e  Traffic Control Devices — Traffic signs, Pavement Markings, Traffic Signals

e  Environmental — Turf Condition, Miscellaneous Vegetation Management
In 2006, the survey results provide a LOS value on a statewide basis for the interstate system, and by
county for the primary and secondary systems. The LOS value reflects a composite score of the surveyed
elements (as described above) that were in acceptable range for the LOS (on a 0 to 100 scale).

Trend Chart:

The trend chart displays the values for Infrastructure Health metrics (Pavement Condition, Bridge Health
Index, and Roadside Feature Condition) as defined above for years 2002, 2004 and 2006. The surveys
from 2002 and 2004 do not have a breakdown by county. As a result the trend chart always shows the
statewide numbers.

Data Table:

The data table shows the values in the trend chart. The data table is not updated by the county dropdown
and shows the statewide numbers.

Filter By Dropdown Box

The “Filter By” dropdown box allows the user to filter the Pavement Condition, Bridge Health Index and
Roadside Feature Condition by desired county. By default, this page displays statewide data. Selecting a
desired county will filter the three gauges to show values for the selected county.



Moving Goods and People Details Page

This page displays the Department’s performance of moving people and goods more efficiently. These
gauges are key performance measures of how well the Department is accomplishing this goal.
The target for these performance measures, data source and effective time periods are identified below.

Incident Clearance Time:

Highway congestion can be categorized into either recurring congestion (such as rush hour traffic) or non-
recurring congestion (such as congestion caused by accidents, weather, work zones, etc.). Incident
clearance time measures non-recurring congestion. National studies show that over 50% of all congestion
is non-recurring. This gauge depicts the average time in minutes it takes to clear a major incident (i.e. one
that causes significant or unusual delays) from a North Carolina highway. This data is sourced from
NCDOT’s Traveler Information Management System (TIMS), which includes real time traffic information
from across the state. NCDOT has established a target of 90 minutes or less to re-open the facility to
traffic, which is also the national goal. The dropdown box allows the user to filter the incident clearance
time data by county. By default the gauge displays the statewide average incident clearance time.

Ferry Service Reliability:

Ferry Service Reliability measures the success rate of each ferry meeting its daily scheduled runs. NCDOT
has established a target of meeting 97% of its scheduled runs. The NCDOT Ferry Division schedules over
75,000 ferry trips per year. The drop down menu allows the user to filter by one of the seven ferry routes
that the Ferry Division operates. By default the drop down menu displays the overall ferry system rate of
providing the daily scheduled runs.

Rail Service Ridership:

Rail Service Ridership measures the number of intercity rail passengers served per year. The NCDOT Rail
Division serves over 500,000 intercity rail passengers per year from various North Carolina cities. The
gauge displays the 2007 calendar year success rate for increasing statewide intercity ridership by 3% from
the previous year. The drop down menu allows the user to filter by the two rail lines that the Rail Division
sponsors primarily, the Carolinian and Piedmont. By default the drop down menu displays the statewide
ridership of all rail lines. The Rail Service Ridership graph depicts the increase in rail ridership over the
last 20 years. The green bar depicts the trend line.

Public Transit Utilization:

The Public Transit Utilization gauge measures the total annual commuter vehicle miles traveled (VMT)
saved through implementing various transportation options such as mass transit, vanpools, carpools and
light rail. The goal, based on year 2000 data as the foundation, is to reduce the VMT growth by 25% by
July 1, 2009 as directed by NC Senate Bill 953. Currently NCDOT has exceeded that goal.

What is VMT? Vehicle miles traveled (VMT) is defined as total distance traveled in miles by all motor
vehicles in a selected region in a given period of time.

Highway Reliability:

The Highway Reliability pie chart measures the percent of miles of recurring congestion on the “Strategic
Highway Corridors.” By clicking on the pie chart, the user is redirected to a state map outlining each
county. To view recurring congestion levels within a specific region, simply click on a county to take the
user to an appropriate color coded map with the recurring congestion levels on the identified Strategic
Highway Corridors.

Within the pie chart and maps, the green depicts the percent that has little or no recurring congestion (a
volume to capacity ratio of less than 0.80). The yellow depicts the percent that has some recurring
congestion (a volume to capacity ratio of 0.80-1.00). The red depicts the percent that has strong recurring
congestion (a volume to capacity ratio of greater than 1.00). The gray depicts the percent that no data
currently exists.



What are the Strategic Highway Corridors? The Strategic Highway Corridors (SHC) initiative represents a
timely effort to preserve and maximize the mobility and connectivity on a core set of highway corridors,
while promoting environmental stewardship through maximizing the use of existing facilities to the extent
possible, and fostering economic prosperity through the quick and efficient movement of people and goods.
The initiative offers NCDOT and its stakeholders an opportunity to consider a long-term vision when
making land use decisions and design and operational decisions on the transportation system. The 5,400
miles of designated Strategic Highway Corridors, which include existing and proposed interstates, account
for only 7% of the state's total highway system, but carry 45% of the traffic.



PERFORMANCE METRICS FOR EXAMPLE
Enter Business Unit Name

Working Draft
Enter Date

Position Title

Metrics

Definition of Measure/Comments

Make Our Transportation
Network Safer

Make our transportation
network move people and
goods more efficiently

Make our infrastructure last
longer

e Projects/Programs/Services on Schedule
and on Budget

e Business Development and Outreach
Make our organization a place
that works well

e  Customer Service

e Fiscal Management

e Employee Safety

Make our organization a great *  Employee Satisfaction

place to work e Recruiting, Developing and Retaining

Employees

Number of major milestones met on bridge replacement
projects (planned vs. actual) (Let and Construction
Completed)

Number of major milestones met (planned vs. actual)
(concurrence points, Let, Div. maintenance projects

NPDES program)

% solicitations sent to, % of bids received from, & % of contract
dollars awarded to DBEs, MBEs, WBEs, SBEs, & HUBs

Customer satisfaction survey scores

% improvement of existing administrative budget

Number of incidents, lost work days, worker's comp claims
Employee satisfaction survey composite score

Retention rate of “Top Performers” and / or stabilization rate



GUIDE FOR PERFORMANCE DASHBOARD AND APPRAISAL SCORECARD

Metric

FOR USE IN PERFORMANCE REVIEW MEETINGS

! Metric Data

Target

Crash Rates

Level of Congestion on
Strategic Highway Corridor
System (SHC)

Delivery of Bridge
Replacement Program

Projects/Programs/Services
on Schedule and on Budget

Business Development &
Outreach

Recruiting, developing and
retaining employees

| Fatalities per 100 million vehicle miles; i.e.
1 1.58...this will be compared against a baseline

| Miles of SHC at V/C ratio of 1.2 & above
| compared to total miles of SHC expresses as
| I percentage

1 # of major milestones planned for year divided by
| # actual met = % success rate (CE, R/W, Let,
I Construction Completed)

: # of major milestones planned for year divided by
| # actual met = % success rate (CP’s, EA, FONSI,
I EIS PH’s, R/W, Let, Construction Completed)

1 9% Contract dollars awarded to DBE’s, MBEs,
| WRBEs, SBEs, & HUBs

' # of reported incidents that cause lost work days
| and / or worker’s comp claims compared to
| baseline, i.e previous year(s) reported incidents

% retention of employees that continuously meet
: or exceed expectations on their PM’s Overall % of
I employees retained at the end of cycle vs. # of
I employees at beginning of cycle.(Retirement or
I positive movement within the Dept. does not
I negatively affect rating)

[P RSy Y Wity NN " T T WE—— S — E—— -

! Data Source ! Wt (%)

1 1

I Traffic Engineering Branch I

1 1

E T
I Transportation 1

I Planning Branch I

I I
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I Program Development report I

: from STaRS and /or BW :
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I Program Development report 1

| from STaRS and / or BW ]
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PERFORMANCE METRICS AND MANAGEMENT

Core questions

Deliverable

@ What work will the performance metrics and
management team complete?

@ How will NCDOT gauge its performance
over time?

(3) How will NCDOT manage its performance
metrics?

How will the new performance management
scheme be rolled out through the organization?

@ Context and initiatives

Value tree describing core value drivers for
NCDOT, linked to vision and goals

High-level performance dashboard containing
metrics based on prioritized value drivers

Division and branch/unit-level dashboards
generated by cascading the high-level
dashboard metrics through NCDOT

Performance targets for NCDOT high-level
dashboard metrics

List/schedule for multi-level performance
reviews with associated agendas

Guidelines for shifting mind-sets toward metrics-
based management

List of key stakeholders needed to facilitate
introduction of metrics-based management

Task/engagement checklist to enable
performance metric planning

Plan to launch performance management pilot

Next steps
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PERFORMANCE METRICS AND MANAGEMENT-
CONTEXT AND INITIATIVES

®

Context

* There has been some implementation of
performance management measures within
business units, but those efforts are not
explicitly linked to NCDOT nor other business
unit priorities
— Only 36% of employees agree/strongly agree
that “employees day-to-day behavior is guided
by the NCDOT'’s strategy.”

— Only 44% of employees observe always/often
that “operating measures are clearly defined in
each area of the organization.”

* NCDOT’s ad hoc nature of performance
indicator generation sometimes led to
conflicting needs between units
— Diagnostic found that different parts of
organization have different levels of focus on
metrics like cost, quality, and timing

— Only 37% of employees observe always/often
that “NCDOT holds challenging reviews to
evaluate performance against the operational
plan/key performance indicators.”

Initiatives

* Develop performance metrics
— Determine NCDOT value drivers linked to
vision and goals
— Prioritize value drivers and generate high-
level performance metrics
— Cascade metrics downward through NCDOT

* Develop metrics management methodology
— Establish performance targets
— Introduce multi-level quarterly performance
review process
— Create methodology to link metrics with
individual performance reviews

* Develop rollout plan

— Conduct training sessions to adjust mindsets
toward metrics-based management

— Launch process for adjusting information
systems to track and post metrics internally
and externally

— Create rollout plan for introduction of quarterly
business reviews
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BEFORE PERFORMANCE METRICS CAN BE DEVELOPED,
THE MAJOR DRIVERS OF VALUE FOR NCDOT MUST BE PRELIMINARY
DETERMINED

Transportation system
— “Make our transportation network safer” and facilities
Vehicle operation

* The intention of this
value tree is to

Ease congestion - SO
provide a holistic view

Stakeholder interaction

Attractive to people

-1 “Make NCDOT a great place to work”

NCDOT: | “Make our transportation n_et_work ,r,nove Manage incidents of what is valuable to
Connecting people and goods more efficiently . NCDOT for use in
people .and Add capacity developing NCDOT’s
places in high-level dashboard
North Infrastructure if
Carolina— nirastructure fite * The ultimate goal is to
safely and “Make our infrastructure last longer” iteratively improve
ef_ficiently, DOT Facilities upon the tree over
with N time and have it
accountability become a useful tool
and Projects for performance
envir.o.m.nental Proarams measurement and
sensitivity ~ “Make NCDOT a place that works well” d planning within
Services NCDOT

Performance mindset

Source: NCDOT TMT analysis 3
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MAKE OUR TRANSPORTATION NETWORK SAFER

Transportation

Make our
transportation
network safer

— Facilities —

— Maintenance PRELIMINARY

— Building design
— Security

— Tiers/system —

— Condition

— Design
— Features
— Condition

system and facilities

Key metrics

* Incidents
— Fatalities
— Injuries
— Severity

—— NCDOT work zones =—

— Maintenance

— Design
— Traffic control devices
Safe work practices

—— Vehicle operation =

| External work

— and standard operating
procedures

— Design
— Traffic control devices
Safe work practices

Zones

— \/ehicle condition —_—

Source: NCDOT TMT and McKinsey analysis

— and standard operating
procedures

— |nspection
—— Enforcement
— Training

—— QOperator practice = =—

— Enforcement

Nd 60:2S'G 2002/LL/L PaULd Y 62:10:LL L00Z/91/8 POUIPOI 1S - eiq Buniom



PRELIMINARY

____Information and __ " Information “push”

MAKE OUR TRANSPORTATION NETWORK MOVE PEOPLE AND
GOODS MORE EFFICIENTLY

Make our
transportation
network move
people and goods
more efficiently

____Ease congestion
(time/rates)

Key metrics

* Time/rates

— Volume to
capacity

— Customer
satisfaction
index

— Incident
clearance time

communication

—T— Flow/design

Manage incidents

— Alternatives

— Accidents

(clearance time)

— Additional capacity =—

Emergencies
— Surge

— Expand service
— New locations

Source: NCDOT TMT and McKinsey analysis

—— New programs

— Information “pull”
— Turn lanes

— Storage

— Ramp metering
— Work zones
— HOV

— Signal

— Tolling

— Bike path

— Mass Transit

— Car pool

—— Access management
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MAKE OUR INFRASTRUCTURE LAST LONGER

_ Maintenance and PRELIMINARY
preservation

(Percent of scheduled
maintenance, useful
lifespan, age, wear)

Usage

Infrastructure life | (traffic, passengers)

g
- (infrastructure 4 Design to conditions 3
assessment) 3
Quality of -I: Material :
~ construction g
: NCDOT g
(observation) Practices -[ 2
Contractors g
Make our - Planning _ Maintenance :
infrastructure and preservation §
last longer g
- Usage g
Key metrlcs. | — NCDOT owned 1 Quaity of Material
* Road conditiorn - ,
construction _ NCDOT
SCores Practices -[
* Bridge . L planni Contractors
condition = DOT facilities - anning
scores
* Maintenance
scores - Rented

Source: NCDOT TMT and McKinsey analysis 6



MAKE OUR ORGANIZATION A PLACE THAT WORKS WELL

PRELIMINARY
Scope/cost/budget
Plan Quality
Schedule
Scope/cost/budget
Projects Design Quality
Schedule
Scope/cost/budget
Construct Quality
Schedule
S /cost/budget
Make our cope cost/budge
. Programs Quality
organization Schedule
a place that ¢
works well Scope/cost/budget
Internal Quality
Key metrics Servi Schedule
. Percent ervices Scope/cost/budget
delivered External Quality
on budget Schedule
* Percent Community
delivered Government
on time Stakeholder :
. —_— . agencies and
* Incidents of interaction .
‘ officials
rewor Contractors/
suppliers

Source: NCDOT TMT and McKinsey analysis
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MAKE OUR ORGANIZATION A GREAT PLACE TO WORK

__Attractive to

people
Make our
organization | |
a great place
to work
Key metrics
* Unplanned
attrition Performance
* Employee mindset
satisfaction |__ (differenti-
index ation of
performance
rating)

Source: NCDOT TMT and McKinsey analysis

PRELIMINARY

— Job satisfaction
— Mind-sets

| Career

| Development development

opportunities : Mentorship
- _ | Succession
(()moblllty metric, planning
7o moved) — Career tracks
—1— Employee safet Cross-
ploy y — organizational
exposure
| Great people (percent
yield on offers)
Cash
— Compensation —|: Benefits
(mark to market, % yield = Other 'E Perks

on offers) Job security
— Reputation and prestige

— Accountability

— Empowerment

— Clear expectations

— Differentiation

Training (percent

involvement in
-|: training)
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WHAT ARE PERFORMANCE DASHBOARDS AND WHY ARE THEY
USED?

What is a performance dashboard?

* A performance dashboard is a visual
representation of the overall health of an
organization*

How is a performance dashboard developed
and readied for use?

* Build a value tree to determine key drivers of
value for organization

* Develop high-level organization-wide metrics
from the identified value drivers

* Establish targets for the high-level metrics

* Develop metrics and associated targets for
divisions, branches, and units

* “Performance Dashboards”, Community Foundations of America, http://www.givingnet.net/page33761.cfm
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NCDOT’S EXECUTIVE DASHBOARD PROVIDES A MEANS FOR

GAUGING OVERALL ORGANIZATIONAL PERFORMANCE

Metrics

Comments

DRAFT

“Make our transportation
network safer”

“Make our transportation
network move people and goods
more efficiently”

“Make our infrastructure last
longer”

“Make our organization a place
that works well”

“Make our organization a great
place to work”

transportation network

Travel time

Congestion (level of service)

Existing system conditions

— Road

— Bridge

— Other

Book value of transportation network

Delivery on schedule

Delivery on budget

Employee satisfaction index

Employee safety incidents

* Fatal accident (incident) rates on NCDOT ¢ “Hard” numerical data for measuring performance of

systems -i.e. various transit modes, safety operating
procedures for employees

Most state DOTs track traffic fatalities

Fatalities per 100 million vehicle miles traveled -
National goal is 1.0, We are currently at ~1.58. What
does this mean in actual numbers ?

g Bunop

Indicator of system performance - actual vs. ideal travel -
time on transportation system

Use average speed (operating) on representative
sample sites for different tiers

Ratings exists for reporting. Can compare NC vs.
National congestion and then set goals

On representative sample sites, determine when the
peak congestion time is and how long it lasts

Infrastructure currently being measured by Operations

G 2002/ L/L peuld IélV 62:10:L1 2002/91/8 POUIPON IsET

Provides a view of how maintenance activities and new ¢
construction affect the value of the network over time

60:2S

WH

Ideal metric for future measure is “% of projects,
programs, and services completed on schedule and on
budget for a given year”, but it would require
coordination between NCDOT divisions/departments
Current measures are highways-focused, but should
serve as guides for what could be tracked for alternative

Employee satisfaction can be gauged based on survey
results. Easily tracked and shows trends.

Currently being measured Department-wide and shows
we care about the employees 10



MORE SPECIFICALLY, THE DASHBOARD METRICS WILL MEASURE
QUANTITATIVE DATA THAT CAN BE LINKED TO PERFORMANCE (1/3)

Dashboard metric Definition of measure

Source of data

Comments

DRAFT

Fatal accident rates on ®* Number of fatal accidents on the
NCDOT transportation =~ NCDOT transportation system per X

* Kevin Lacey

Federal standards exist for
highways

Allows for direct comparisons
to other states

* Kevin Lacey
* Kelly Damron

Intended to gauge the
effectiveness of travel on the
transportation system

network miles traveled
Travel time * Avg. speed limit per mile
* Frequency of service for buses,
ferries, etc
Congestion * Numerical indicator of level of service

experienced at peak travel times

* Kevin Lacey
* Kelly Damron

Based on NCHRP guidelines
and/or sensor read-outs
Intended to gauge ability to
handle load on the system
Need to meet with Kevin
Lacey for available data
How should alternative modes
be handled?

Need to performing mapping
of levels of service to
numerical values

Existing system * Numerical indicator of level of service

conditions for roads
* Bridge sufficiency ratings

* Terry Canales

Need to incorporate ratings for
non-core portions of system

Is there a way to use some
sort of blended metric?

Need to performing mapping
of levels of service to

numerical values 11
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MORE SPECIFICALLY, THE DASHBOARD METRICS WILL MEASURE

QUANTITATIVE DATA THAT CAN BE LINKED TO PERFORMANCE (2/3)

Dashboard metric

Definition of measure

Source of data

Comments

DRAFT

Book value of

transportation network

* Dollar value of assets in the NCDOT
transportation network

* NCDOT Fiscal

* Need to find out who is

responsible for the calculation
of the book value of
transportation network

DOM

Delivery on schedule

Employee safety
incidents

* % of projects constructed on

schedule in a given year

— Calculated as [Projects completed
by scheduled date] divided by
[Total projects scheduled to be
completed]

% of projects let on schedule in a

given year

— Calculated as [Projects let by
scheduled date] divided by [Total
projects scheduled to be let]

Number of safety incidents involving
NCDOT staff while on duty

* Safety and Loss Control
(Bob Andrews)

a bu

Ideal metric for future measures
is “% of projects, programs,
and services completed on
schedule for a given year”, but
it would require coordination
between NCDOT
divisions/departments

Current measures are
highways-focused, but should
serve as guides for what could
be tracked for alternative
modes

The given measure is only
preliminary, pending a
discussion with Bob Andrews
about what data he tracks
about employee safety
incidents
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MORE SPECIFICALLY, THE DASHBOARD METRICS WILL MEASURE

QUANTITATIVE DATA THAT CAN BE LINKED TO PERFORMANCE (3/3)

DRAFT

Dashboard metric Definition of measure

Source of data

Comments

Delivery on budget ¢

% of projects completed on budget in

a given year

— Calculated as [Projects completed
on budget set in TIP] divided by
[Total projects completed]

% of projects let on budget in a given

year

— Calculated as [Projects let on
budget set in TIP] divided by [Total
projects let]

* STaRS
* HICAMS

* Ideal metric for future measure
is “% of projects, programs,
and services completed on
budget for a given year” , but it

would require coordination
between NCDOT
divisions/departments

* Current measures are

highways-focused, but should
serve as guides for what could

be tracked for alternative
modes

1011 L00Z/91/8 POYIPOI }sET - Jeuq Buniom

Employee engagement °
index

Numerical index of employee
engagement, as determined by
survey results

* NCDOT employee survey
(to be developed and
issued later)

* Survey to be issued at the
same time each year to

account for seasonal changes

in employee moods
* Survey questions must be

general enough to include all
DOT employees, but specific

enough to provide productive

insights

13
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EXECUTIVE DASHBOARD DATA WILL BE ENTERED INTO A
SCORECARD FOR USE IN PERFORMANCE REVIEW MEETINGS

PRELIMINARY
! : ' Included in PM :Importance !
Metric ! Metric Data . Data Source i Form (Y/N) ' Weighting (%) i Updated as of (Date)
* Fatal accident (incident) rates on E * TBD E' TBD E * TBD i- TBD E * TBD
NCDOT transportation network ' ' ' ! '
* Travel time 1+ TBD i+ TBD |+ TBD '+ TBD '+ TBD ]
| | : | | E
""""""""""""""""" e ittt ettt
* Congestion (level of service) 1+ TBD 1+ TBD |+ TBD \+ TBD | » TBD 5
1 1 1 1 1 §
* Existing system conditions ++ TBD 1+ TBD 1+ TBD 1+ TBD 1+ TBD g
.................................. %
1 ! ! 1 1 <
* Book value of transportation . ¢ TBD E' TBD E * TBD ¢ TBD E * TBD 2
network i ! | i | %
---------------------------------- B
* Delivery on schedule | * TBD }* TBD } * TBD }* TBD } * TBD 2
i : : i i :
* Delivery on budget 1+ TBD |+ TBD 1+ TBD i* TBD |+ TBD
* Employee satisfaction index '« TBD i+ TBD '« TBD i+ TBD '« TBD
* Employee safety incidents i- TBD i' TBD i- TBD |



METRICS WILL CASCADE DOWNWARD FROM THE EXECUTIVE

DASHBOARD TO THE DIVISIONS, BRANCHES,

Metrics Comments

DRAFT

* Fatal acddent (ndident) rates on ¥SROT =
transportation netw o

“Ma ke our transporttion

network ssfert

" Travel ime

s * Congestion (level of senice)

netwerk move pesple and goads

more efficiantly"

____________________ * Bstingsystem condfions 1 "
— Road

"his ke ur infrastructure last — Bridge

langsr" — Gther

* Book walue of transportation nehun b "

* Delivery on schedule

“Make our crganization aplace |,

Sl Delivery on budget

+ Employes saistactonindes -
"haka our crganization 3 grast
place to vwark"

* Employes safety indidents

"Make our irfrastructure | ==t — Bridge
longer"

“Make our organization a place
that weor ks well ™

“Maka our organization 3 grast
place ta work”

* Book value of transportation neton i
* Delivery on schedule

* Delivery on budget

* Employes saistactonindes

* Employee safety inddents

“Hard" numerical data formeasuring pefoman ce of
systems -i.e. vanious transit modes, safety operating
procadures for employees

Most state QT track taffic fatalites

F atalifies per 100 million wehide miles traveled -
Hational goal is 100, e are currently st~1.55. What
does this mean in ashial numbers 7

Indicatar of system perfommance - actual vs. idaal trawal
time on transpo tation system

Use avarags speed (operating) on representative
sample sites for different fiers

Ratings evists for repoting. Can compare NC vs.
National congestion and then set goals

On representative sample sites, dete imine when the
pesk congestion fime iz and howlong it lasts
Infrastructure oarrently being 4y Op

DRAFT

asuring perfoman ce of
nodes, satety operating

Provides aview of how maintenance aclivties and naw oites
constiuction affect the value ofthe netwo ke overfime —currently at~1.53. What

1 3l matric for futira meazure iz “% of praje cts,
programe, and senices completed on schedule and on
budget far a given year’, but it would require
soonfination bebmeen MIROT divisions/deparime s
Current measures ar highways-focused, butshould
serve asguides forwhat could be tracked for alternative £

.
19} on represantative

an sompare NG vs.

T STt T e et goals
Employes salisfaclion can be gauged based on sUVEY oot when the
rezults. Easity tracked and shownes trends 2
howlong it lasts

Currenty being measured Departmentide and shows -== === =22
e care about the employees

= Provides a view of how maintenance acivities and new

netwo e overtime

® Ideal metricfor fubire measurais "% of projects,
programs, and senices completed on schadule and on
budget for a ghven year', but it would require
caardination between NERLT duisions/deparments

* Cumentmeasures are highwaysfacused, butshould

serve asguides forwhat could be tracked for altemative | ¢
-ng. Can compare NE vs

SR 5 1 S

= Employee satistaction can be gauged based on suney
results. Easily tracked and shows trends.

= Cumently being measured Depatmentwide and shouws
we care aboutthe employees

n,
— Road

"Make our irfrastrocture |==t — Bridge

longer" — Other

* Bookwalue of transp o tation netio o

thiat weor ks well ™

"Make our organiz=tion = place

* Delivery on schedule
programs, and serices
* Dalivery on budget

place to work"

“Make our organization @ great

* Employes saistactonindex

* Employes safety incidents

* Dalivary on sehedule

"Make our crganization aplace |,
that werks vl [

Delivery on budget

"Wz ke our orgaEnization 3 great
placeto work" * Employee safety incidents

measured by Operations .

* Provides aview of how maintenance acvities and new
o SOnsiushon SR ot alue ofth

= Ideal metricfor fulure measurei

budget for a given year®
coondination bebween NGROT disionsidepartments 21

= Curent measures are highways-focused, butshould
serve asguides forwhat could be tracked for alte rnative

- R 1 ————

= Employes satistaction san be gauged based on surey
results. Easily tracked and shaws trends.

= Cumently being measured b epartmentwide and shows
we care about the employees

. but it would require

* Book walue of tiansp o tation nebuo o

niea - actual ws. ideal travel

CRAFT

rmeasuring pefamanss of
+sit mades, satety operating
s

affic fataliies

- wehide miles travelad -

are currenty at~158. What
numbers 7

smance - actual vs. id eal travel
stem

wrating) on representative

s

then sat goals DRAFT

le sites, when the

S Faibg i formeasuring pefaman ce of

- oS- - - —ansit modes, safety operating
oz

ging measured by Operaions

tiaffic fatalities

on wehide miles traveled -

tz are currently st~1.58. What
13l numbers 7

etu e overtime y

& of projects, —erfarnance - adual vs. ideal travel
b system

wompleted on schedule and on harating) on epiesentiiv

ting. Can compare M vs.
+d then set goals
\ple sites, determine when the

tbeing measured by O perations

. n
= Provides aview of how maintznance activities and new
I o =
W 3
programs. and senices completed on schedule and on
budget far a given year”, but it vwauld ra quire
caomination betuesn MEROT divisionsidepartme it
Current measures are highways-focused, butshould
serve asguides for what could be tracked for alternative
mades - - —
Employes satisfaction can be gauged based on surey
results. Easily fracked and shows trends.
Currently being measured Departmentwide and shows
we care about the employvees n

AND UNITS OF NCDOT...

* Each cascaded
dashboard should be
both relevant to the
level measured and
build upward toward the
level above it

* All metrics on the
Executive dashboard
and the division,
branch, and unit
dashboards will be
linked to the NCDOT
vision and goals

15
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... BUT THE DEVELOPMENT OF THESE CASCADED METRICS AND
ASSOCIATED SCORECARDS IS STILL IN PROGRESS

(=)

Approach Key participants Key outputs Status Deadline
* PMM team creates high-level value tree and * PMM team * NCDOT executive dashboard * In progress ¢ Early to mid
Executive reviews it with TMT and leadership team ¢ Leadership team metrics (metrics September
dashboard PMM team develops executive dashboard e TMT ¢ Plan/agenda for periodic complete, prep 2007
metrics from value tree reviews for reviews
PMM team develops plan for periodic reviews * Targets for metrics TBD)
¢ High-level value trees
e Executive committee members participate in * PMM team * Metrics for Division directors In progress Early to mid
Division . . - s s
director metric generation activity . . DIVISIOH . Pla_n/agenda for periodic September
g PMM team develops draft metrics based on directors reviews 2007
metrics Executive committee activity output e TMT ¢ Targets for metrics
PMM team reviews draft metrics with Division ~ * Executive
directors and does iterative updates committee
PMM team presents metrics to TMT and
Leadership team
PMM team develops plan for periodic reviews
Executive committee members participate in * PMM team * Metrics for Branch heads In progress Early to mid
Branch head metric generation activity ¢ Branch heads ¢ Plan/agenda for periodic September
metrics PMM team develops draft metrics based on ¢ Division reviews 2007
Executive committee activity output directors ¢ Targets for metrics
PMM team reviews draft metrics with Branch e TMT
heads and does iterative updates ¢ Executive
PMM team presents metrics to TMT, committee
Leadership team, and Division directors
PMM team develops plan for periodic reviews
PMM asks for support from Division directors * PMM team * Metrics for Unit heads In progress Mid to late
Unit head and/or Branch heads to generate draft ¢ Unit heads * Plan/agenda for periodic September
metrics metrics for Unit heads ¢ Branch heads reviews 2007
PMM reviews draft metrics with Unit heads and/or Division ¢ Targets for metrics
and does iterative updates directors
PMM reviews draft metrics with Branch heads ¢ TMT
and does updates, if necessary * Leadership team
PMM team develops plan for periodic reviews
Unit heads develop metrics and targets for * Unit heads * Metrics for frontline staff Not started December
Front line their frontline staff * PMM team ¢ Targets for metrics 2007-January

metrics

PMM team reviews frontline metrics to gauge
measurability, fit as metrics, and linkage to
NCDOT vision and goals

(advisory role)

2008

16
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DRAFT

EXAMPLE: PERFORMANCE METRICS FOR DIVISION ENGINEERS

Metrics Definition of measure/Comments

« . * Implementation of Division Work Zone Safety
Make our transportation Program
network safer” * Improve Level of Service of Safety Features * Avg level of service (A-F) on MCAP items related to safety such as
throughout Division shoulder drop-offs, guardrail, sight distance, brush & tree control,
clogged drains (spread), etc.

¢ # of issues identified per Work Zone Safety Audit report

* Average operating speed on portions of Strategic Highway Corridor
that run through Division

* Travel time reliability- standard deviation of avg. commuter time in
selected urban areas; Avg. # of minutes from incident to all lanes
open; Avg. # of minutes from incident to TIMS data input

“« . * Enhance mobility on Strategic Highway Corridor
Make our transportation * Maintain operational efficiency on traffic control

network move people and devices throughout Division, institute information

. ’ sharing systems that reduce congestion and
g°°ds more eff|C|entIy efficiently manage incidents throughout Division

* Number of driveway permits issued in compliance with Policy on
Street & Driveway Access Policy

* Access mgmt throughout the Division

* Level of service of Division-wide infrastructure ¢ Level of service (A-F) of Division-wide infrastructure
— Maintenance Condition Survey score
— Bridge Condition Survey Score
— Pavement Condition Survey Score

* Quality assurance and control during construction * MCAP Construction Quality Index

“Make our infrastructure
last longer”

* Projects managed,administered, and constructed on * % of projects managed/administered by Divisions constructed on
schedule and on budget schedule and on budget

“Make our organization a
place that works well”

“Make our organization a
great place to work”

Pave roads efficiently
HUB/SBE/WBE/MBE/DBE participation/opps

Stakeholder interaction

Employee Safety

Employee Satisfaction
Recruiting, developing and retaining employees

Miles paved per dollar spent on paving

% of solicitations sent to DBEs, etc.

% of bids received from DBEs, etc.

% of contract dollars awarded to DBEs, etc.
Customer survey scores (public, partners, etc.)

* Number of incidents, lost work days, worker’s comp

claims
* Employee satisfaction survey composite score
% vacancy rate

% of DDL projects (& other programs) let on schedule and on budget

17
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DIVISION/DEPUTY SECRETARY-LEVEL METRICS CHECKLIST @

PRELIMINARY

Status of metrics

(Not started, Draft, In Expected completion
Group Position Current contact progress, Complete) date Comments
* Administration & * Deputy Secretary * Willie Riddick * Draft ¢ XXX ¢ XXX

Business development

¢ XXX ¢ XXX * XXX ¢ XXX ¢ XXX ¢ XXX <
e XXX ¢ XXX * XXX ¢ XXX ¢ XXX * XXX §,
¢ XXX ¢ XXX * XXX ¢ XXX ¢ XXX ¢ XXX §
¢ XXX ¢ XXX * XXX ¢ XXX ¢ XXX ¢ XXX g
¢ XXX * XXX e XXX * XXX * XXX ¢ XXX §
___________________________________________________________________________________________________________________________________ z
e XXX ¢ XXX * XXX ¢ XXX ¢ XXX * XXX g
* XXX * XXX e XXX * XXX * XXX ¢ XXX §
e XXX e XXX * XXX ¢ XXX ¢ XXX * XXX §
* XXX * XXX e XXX * XXX ¢ XXX ¢ XXX
e XXX e XXX * XXX e XXX e XXX ¢ XXX
¢ XXX ¢ XXX * XXX ¢ XXX ¢ XXX ¢ XXX
* XXX * XXX e XXX * XXX ¢ XXX ¢ XXX
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BRANCH-LEVEL METRICS CHECKLIST (20)

Status of metrics PRELIMINARY
(Not started, Draft, In Expected completion
Group Position Current contact progress, Complete) date Comments
* Financial Mgmt. * Branch Manager * Calvin Leggett * Draft ¢ XXX ¢ XXX
division/Program
development
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX e XXX ¢ XXX ¢ XXX ¢ XXX
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UNIT-LEVEL METRICS CHECKLIST (20)

Status of metrics PRELIMINARY
(Not started, Draft, In Expected completion
Group Position Current contact progress, Complete) date Comments
* Operations/ * Division Engineer * Barry Moose * Draft ¢ XXX ¢ XXX
Field Ops/
Division 10
* XXX ¢ XXX e XXX * XXX ¢ XXX ¢ XXX
e XXX e XXX e XXX e XXX e XXX ¢ XXX
* XXX ¢ XXX e XXX * XXX * XXX ¢ XXX
e XXX e XXX e XXX e XXX e XXX ¢ XXX
¢ XXX ¢ XXX * XXX ¢ XXX ¢ XXX ¢ XXX
e XXX e XXX e XXX e XXX e XXX ¢ XXX
¢ XXX ¢ XXX * XXX ¢ XXX ¢ XXX ¢ XXX
e XXX e XXX e XXX e XXX e XXX ¢ XXX
¢ XXX ¢ XXX * XXX ¢ XXX ¢ XXX ¢ XXX
¢ XXX ¢ XXX * XXX ¢ XXX ¢ XXX * XXX
* XXX * XXX e XXX * XXX * XXX ¢ XXX
e XXX e XXX e XXX e XXX e XXX ¢ XXX
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‘STORY’ PYRAMID FOR PERFORMANCE METRICS AND MANAGEMENT TEAM:

Integrating

Supporting
Themes

Stakeholder
Themes
(Examples)

* Report on good things we do - “brag”

* Show employees how their efforts link to
overall goals and objectives

* Set goals and clarify accountability

* Understand and improve overall
organizational performance.

* Response to NCDOT diagnostic

* Inspired by leading practices and shaped
by NCDOT

* Building on NCDOT and statewide efforts

* Every job is important

* High level dashboard visible to everyone

Vendors/
Contractors

Other Agencies
(State, Fed, Local)



STAKEHOLDER IMPACT TIMELINE

Date Stakeholder Objective Basic Message

Sept 07 Employees Gather Input What metrics are relative to your
Division/Branch/Unit?

Nov 07 Employees Disseminate These are your metrics - Now they
must be cascaded down through your
division/branch/unit

Mar 08 Employees  Gather Input Receive metrics from div/brnch/units

June 08 Contractors